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Taking the Long 
Way ‘Round 
Now is the time to use the Alignment Project
findings to advocate for our profession and
establish the value we bring to our organizations. 
BY ANNE CAPUTO, SLA PRESIDENT 
I am, by nature, a patient person. 
Patience is a wonderful virtue for parent-
hood, for a long career, for teaching, for
working on committees, and for life in
general. Patience is another way of say-
ing we have taken the long way ‘round to
get to this place. 
“This place” is a new year, with new
challenges and opportunities. Our cen-
tennial celebration and name change
vote are behind us, but they have ener-
gized us to do the hard work that lies
ahead. The name change vote in par-
ticular was stimulating—thousands of
words were written, many with great pas-
sion, about whether we should become
known as the Association of Strategic
Knowledge Professionals. In the end, the
tide of opinion turned against it. 
It’s OK to be passionate about our pro-
fession and association. If nothing else,
the proposal that we consider a new
name for SLA showed us the beating
heart of passion we have for our associa-
tion. What we need to do now is channel
those emotions into a unified, positive
and powerful effort to attract and retain
members, advocate for our profession,
and prove and establish the value we
bring to our institutions. 
So, now that the voting has ended,
we must consider an even more impor-
tant question: “What’s going to happen
next?” This is the right question to ask
and, ultimately, the most essential ques-
tion in the whole Alignment Project. We
have the results of our research and
study, and now we need to determine
our next steps. Here are my ideas: 
The Alignment Project has shown 
us how much words matter. Words 
are powerful representations of ideas 
that can garner us respect and elevate 
the way we are perceived—or not. We 
now have lists of words and ideas that 
are understood and valued by our most 
senior management, by our peers and 
by our clients. We know which words 
are best to use when writing our mission 
statements, crafting our reports, mak-
ing presentations, describing ourselves, 
creating our resumes, and applying for 
jobs, promotions and awards. These 
powerful words should become part of 
our instinctive vocabulary. 
Alignment means being aligned with
our organizations. One of the most inter-
esting and striking sections in the align-
ment research shows that what we value
and promote as our key contributions to
our institutions do not always align with
what is needed and valued by users in
these institutions. For example, we may
think that managing a physical collection
is key, but our constituents think select-
ing resources that deliver fast, accurate
and factually correct information is even
more essential. We may think conducting
research on behalf of others is our pri-
mary contribution, but our organizations
want analysis and value-added opinion.
The alignment research is like a compass
that points us along the pathway to strate-
gic importance to our organizations. 
Measuring value is essential. Thanks
to the Alignment Project, we now know
where things that are valued can be
found. The next step is to continue to
identify methods to quantify this value. 
I recently moderated a panel of speak-
ers who discussed ways to quantify the
value of knowledge. Stephen Kaukonen
of Accenture shared a study showing that
every dollar spent on knowledge man-
agement returned $25.06 to Accenture.
This 25:1 ratio is a powerful tool you
can use when decisions are being made
about the value of information to your
organization. We must collect and make
available other examples of successful
return-on-investment studies. 
The “show me” steps are next. We
need to create mechanisms to collect
and store ways to understand and imple-
ment the best practices of those who
take the alignment guidelines to the next
steps. At the SLA New York Chapter’s
Information and Intelligence Forum in
mid-November, two SLA members, one
from PricewaterhouseCoopers and one
from Bureau Veritas, presented detailed
and excellent case studies that showed
how they deliver value to their organiza-
tions. We need to collect these and other
examples that can serve as inspirational
models to our members. 
After a recent town hall meeting of
the Washington, D.C. Chapter, where I
made an appeal for changing our name,
a new librarian wrote in our chapter
discussion list that I was “overly ideal-
istic” in thinking we can come together
in the end and work toward common
goals. “Ouch!” I thought when I read
those words. But later I realized she was
absolutely right about one thing: I am a
cockeyed optimist, and I believe—yes,
passionately—that all our energy can be
brought together to achieve the goals we
set for ourselves. 
So the results are in, and we now
know the end of the long way ‘round.
We do not have a new name. What we
have with certainty, however, is a new
understanding of who we are and what
we do, new ideas about how to grow our
association, new words to articulate our
value, and a new sense of confidence
in our direction. Sometimes the longest
routes provide the best roadmaps. SLA 
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Report 1– General Responsibilities (e.g. Solo Librarians)
ARE YOU PAID WHAT 
YOU ARE WORTH? 
Find the answers in the 
2009 SLA Annual Salary Survey.
The 2009 Salary Survey is available in a Primary Job Function 
mini-report format, with 17 mini-reports for the U.S. and six 
for Canada at a price of $12.95* each. 
The Comprehensive Report is also available at a price 
of $65.00* and comprises all 17 U.S and six Canada 
mini-reports. The 2009 Salary Calculator is included 
with the Comprehensive Report. 
Get your copy today and start negotiating 
a better compensation package! 
www.sla.org/salarysurvey 
*SLA member price. 
2009 SLA ANNUAL SALARY SURVEY 
 
2009 SLA ANNUAL SALARY SURVEY 
 
Canada Edition.g. Solo Librarians) 
2009 SLA ANNUAL SALARY SURVEY 



























































































SLA NAME CHANGE · SALARY SURVEY · GEOSCIENCE AWARD · ETC. 
Members Reject Name Change;
Alignment Initiatives to Continue 
A proposal by the SLA Board of
Directors to change the organization’s
name to the Association for Strategic
Knowledge Professionals was rejected,
with 2,071 members voting yes and
3,225 voting no. 
The name change proposal stemmed
from the findings of the Alignment
Project, an intensive, two-year research
effort aimed at understanding the value
of the information and knowledge pro-
fessional in today’s marketplace and
how to best communicate that value.
The proposal generated spirited dis-
cussions on blogs, Twitter and other
social media and prompted half of
SLA’s members to cast their ballots. 
“The active discussions, online and
in local meetings, are a testament
to the passion and commitment that
knowledge and information profession-
als feel towards their association and
their profession,” said Gloria Zamora,
SLA’s 2009 president. “This level of
engagement will help make SLA and
its members more effective advocates
for the information profession in the
years ahead.” 
Zamora stressed that the name
change vote would not affect the
organization’s commitment to imple-
menting the findings of the Alignment
Project, which remains a priority for
the association. 
“Our name will remain,” she said,
“but we will go forward with develop-
ing opportunities for our members to
use the Alignment Project findings to
demonstrate their contributions to the
organizations that employ them.” 
2009 Salary Survey Online;
Mini-Reports Available 
SLA’s 2009 Salary Survey is for sale on
sla.org, with mini-reports that focus on
primary job functions, an interactive
salary calculator, and the traditional
comprehensive report. 
The survey is available only in
an online version this year to help
reduce costs. The salary calcula-
tor, like the salary tool offered over
the previous five years, can analyze
salaries based on multiple character-
istics, including primary job function,
number of people employed by the
company, library experience, and
U.S. and Canadian regions. 
Mini-reports are available for 16 U.S.
and five Canadian primary job func-
tions for which sufficient data were
collected. In addition, job function
summary reports for both the United
States and Canada can be purchased,
though these do not break out the sal-
ary data. 
Mini-reports are available for the fol-
lowing job functions: 




 Acquisitions/collection development 





research (U.S. and Canada) 
 Information product/database devel-
opment 
 Intranet/portal development and
Web content management 
 Knowledge management 
 Legal research 
 Online/electronic/literature research
(U.S. and Canada) 
 Reference (U.S. and Canada) 
 Subject research and analysis 
 Technical services 
 Teaching/user training 
The comprehensive report consoli-
dates all U.S. and Canadian mini-
reports as well as the job function
summary tables for both countries. It
also includes the salary calculator. 
The survey, which was distributed
in July and August 2009 to SLA mem-
bers in the United States, Canada,
and Europe, garnered a 31.5 per-
cent response rate. Not enough data
were collected to warrant a report for
European salaries. 
The survey found that the aver-
age salary for all respondents as of 1
April 2009 was US$ 73,880, reflect-
ing an annual increase of 3.1 per-
cent. The top-paying job function in
the United States was administration/ 





SLA member Sharon Tahirkheli, direc-
tor of information systems at the
American Geological Institute, was
presented the 2009 Mary B. Ansari
Distinguished Service Award during
the annual meeting of the Geological
Society of America. 
The award is given in recognition of
significant contributions to the geosci-
ence information profession, in which
Tahirkheli has worked for more than
30 years. She started as an indexer for
GeoRef, a leading bibliographic data-
base for the Earth sciences, and now
oversees production of that database as
well as other AGI information products,
such as the Cold Regions Bibliography
Project. She was instrumental in estab-
lishing GeoScienceWorld, an aggregate
of linked and interoperable Earth sci-
ence journals, and served on the GSW
board of directors and as the organiza-
tion’s treasurer. 
As a member of the Management
Council of the Digital Library for
Earth System Education (DLESE), she
led cataloging efforts that provided
metadata for the DLESE Community
Collection. Her service in the inter-
national arena includes the Working
Group for the Multilingual Thesaurus
of Geosciences. 
Tahirkheli is a past president (2001)




























of the Geoscience Information Society,
an international professional organiza-
tion devoted to improving the exchange
of information in the earth sciences.
She holds an MSLS from the Catholic
University of America. Her research
interests include the development and
maintenance of controlled vocabular-
ies and the applications of geographic
metadata for information retrieval. 
Podcast Brings Together SLA
Members on Different Continents 
Two SLA members who had “talked” 
only by e-mail finally heard each other’s 
voices late last year, courtesy of a pro-
gram that explores issues facing the 
information content industry. 
Dennie Heye, who works for Shell in
the Netherlands, and Stephen Kizza,
an assistant librarian for the Ministry of
Energy and Mineral Resources Center
in Uganda, participated in an interview
that focused on the special challenges
of information professionals in devel-
oping countries and the role SLA has
played in helping address them. The
interview was conducted for “Beyond
the Book,” which is sponsored by the
Copyright Clearance Center. 
Heye and Kizza are working to supply
the latter’s library with online resources
and to raise funds to bring Kizza to
New Orleans for the 2010 SLA Annual
Conference. To listen to their interview,
visit beyondthebook.com.
New Dues Structure Takes Effect 
The October/November 2009 issue of 
Information Outlook incorrectly stated 
the new dues amount for SLA mem-
bers earning between US$ 35,000 and 
74,999. Below are the correct dues 
amounts for 2010. 
Full Member: (Dues for full members
are based on annual earnings.) 
US$ 75,000 and higher US$ 200 
US$ 35,000-74,999 US$ 185 
US$ 18,001-34,999 US$ 114 
US$ 18,000 and under US$ 40 
Organizational Member: US$ 750 
Student/Retired Member: US$ 40 
SLA 
LETTERS TO THE EDITOR 
SYMBOLIC VIOLENCE AND THE NEW LIBRARIAN 
In the September 2009 issue of Information Outlook, words, images and percep-
tions were identified that have the greatest potential to hurt or help the careers 
of library and information professionals. Since the early 1900s, the media have 
projected a stereotype of our profession through comic strips, movies and adver-
tising. What is most disturbing about this stereotype is that there has been no 
attempt to deflect it because it promotes comedy or, worse yet, horror. 
In their 2003 article in Library Quarterly titled “Librarians and Party Girls: 
Cultural Studies and the Meaning of the Librarian,” Marie and Gary Radford 
define this as being a representation in contemporary cultural forms due to cul-
ture shaping history. Power or force is therefore defined in cultural terms as a 
key element in wielding what they call “symbolic violence.” 
It is because of this symbolic violence that professional development cannot 
be promoted successfully without addressing the stereotype. As a first step, we 
must reverse the popular stereotype by depicting librarians as happy and helpful 
rather than fussy or dour. Another strategy is to show librarians wearing profes-
sional attire as opposed to dowdy and frumpy clothing. Updating a wardrobe 
does not mean dressing in trendy clothes that look too young for you, but wearing 
attire that is simple, comfortable and polished. 
The third avenue is to work within the stereotype to contest it as a means of 
refuting it. This is really only a struggle with the way we are represented, and a 
positive representation makes the greatest impact. Representing the profession 
as dedicated and service-oriented is the powder in the keg. It is the library and 
information professional who is the actual ambassador of the industry. 
These simple wins will extend the vision for the new librarian without booting 
out the not so young, not so bold, and not so beautiful. Because culture helps 
to shape history, it is up to library and information professionals to reverse our 
popular stereotype and promote the lasting change necessary to free the industry 
from symbolic violence. This is the makeover that will encourage the idealized 
image of the new librarian. 
Linda Christian 
MLS student 
Clarion University of Pennsylvania 
To share your views about an article or column in Information Outlook, 
contact editor@sla.org. Letters should run no longer than 500 words. 






























INFORMATION ‘GENERATION GAP’ · TECHNOLOGY SPENDING · ETC. 
Information Usage ‘Generation 
Gap’ Narrowing, Survey Finds 
Distinctions between different genera-
tions of workers are narrowing when it 
comes to finding, purchasing and using 
information, according to a survey of 
more than 5,600 “knowledge workers” 
in the United States and England. 
The survey, conducted by Outsell, 
found that although some differences 
remain among millenials (ages 18-30), 
generation Xers (31-45) and baby
boomers (46+), the gaps are small 
in most cases. Where the distinctions 
are more visible, they sometimes run 
counter to conventional wisdom. For 
example, although millenials generally 
are perceived to favor open access and 
free information, they are more likely 
than their older colleagues to say that 
fee-based information is of higher qual-
ity and more representative of credible, 
known sources. Baby boomers, mean-
while, are more successful than their 
younger co-workers at finding informa-
tion on the Web, both on the Internet 
and on internal sites. 
Millenials, in fact, are about twice 
as likely as boomers to agree with the 
statement, “Information is too hard to 
find.” They are also more apt to have 
trouble determining the quality or accu-
racy of information, which may be due 
to the fact that they have less knowledge 
of information sources than seasoned 
workers have. This distinction, however, 
is rather minor—12.1 percent of mil-
lenials say they have difficulty judging 
the accuracy of information, while 9 
percent of boomers say the same. 
“Overall, when performing this analy-
sis, what struck Outsell were the simi-
larities between the generations more 
so than the differences,” the survey 
report noted. 
To download a copy of the report, 
End-User Generational Analysis: The 
Gap Narrows, visit outsellinc.com. 
Dialog Offering Discounts to Help
Info Pros Who Lost Their Jobs 
Information professionals who have lost 
their jobs during the economic down-
turn can take advantage of discounts 
being offered by Dialog, a provider of 
online information services. 
The company is waiving its standard 
start-up and service fees, offering free 
Dialindex, and granting a 10 percent 
discount on Dialog usage to librarians 
and information professionals who have 
become unemployed since September 
2008. The free access and discounts 
can be used for up to 12 months. 
The aim of the program is to help 
unemployed information professionals 
search for a new job, retain and develop 
their search skills, and perhaps perform 
some independent consulting while they 
look for full employment. 
For more information, visit dialog. 
com/careers/program_uip/. 
Few in England Making Full Use 
of Information Technologies 
Most British citizens are not benefiting 
from the full social, cultural and com-
mercial advantages of the information 
society, according to a study commis-
sioned by BCS, a membership and 
accreditation body that serves more 
than 70,000 information technology
practitioners, businesses, researchers, 
and students around the globe. 
The study found that while the British 
are fluent with digital information ser-
vices such as social Web tools, nearly 
one in four (23 percent) say that infor-
mation technology has failed to improve 
their lives. It also identified a gender 
divide, finding that “savvy citizens”
are more likely to be men between the 
ages of 18 and 44 who work full-time 
jobs and have at least a college degree. 
These users are also more likely to own 
new technologies such as smartphones 
and e-readers and spend more than 10 
hours a week on the Internet. 
The study revealed a high degree
of sophistication in the use of some
types of information (e.g., finance,
culture and safety) and a lack of it in
others (the environment). For example,
three out of every five consumers
have used price comparison Web sites,
while more than 70 percent are aware
of password security and 60 percent
have used video-on-demand services.
However, only one out of six respon-
dents have calculated their carbon
footprint online. 
Content Access Issues
Hindering Research in Britain 
Research information needs to be made 
more readily available in England if the 
country is to operate effectively and pro-
duce high-quality research, according 
to a report by the Research Information 
Network (RIN), a U.K.-based group 
that supports the development of poli-
cies and practices for researchers and 
information professionals. 
The report examines the frequency 
with which researchers encounter prob-
lems gaining access to content (espe-
cially to resources that have not been 
formally published) and their percep-
tions of the ease with which they can 
gain access. Although researchers say 
they have no problems finding content, 
gaining access can pose hurdles due 
to the complexity of licensing arrange-
ments, restrictions placed on research-
ers accessing content outside of their 
own institution, and the laws protecting 
public and private sector information. 
New technologies such as open
access publishing and e-books may
help to solve some of these problems,
but there is little evidence from the
report to show they have had a positive
impact so far. Libraries are struggling
to allow external researchers’ access
to the resources they have available
online, and few institutions have been
able to implement the recommenda-
tions of the HAERVI (Higher Education
Access to e-Resources in Visited















Institutions) project, which called on
libraries to offer better access. 
One solution, according to the report, 
would be to implement a national library 
membership card to enable access and 
borrowing rights at all higher educa-
tion institutions in the United Kingdom. 
The study found, however, that the 
infrastructure to provide this in higher 
education institutions is lacking. 
The report is available on the RIN 
Web site (rin.ac.uk). 
Business Technology Spending 
Expected to Rise in 2010 
Nearly three-fourths of business and 
information technology (IT) executives 
say their organizations place greater 
value on the IT function today than they 
did before the economic crisis and that 
they view IT as an important part of 
their economic recovery efforts, accord-
ing to a study by Accenture and the 
Economist Intelligence Unit. 
Both IT and non-IT executives expect 
technology spending to increase in their 
organizations either selectively (47 per-
cent) or across the board (10 percent) 
this year, but cost control and return on 
investment will be key drivers of invest-
ment decisions. The respondents iden-
tified three measures as most effective 
in reducing the cost of implementing IT 
projects: ensuring the stability and busi-
ness relevance of project requirements; 
replacing or rationalizing existing sys-
tems; and moving to open platforms. 
Confidence in IT spending appears to 
be highest in the United Kingdom and 
Ireland, where 63 percent of respon-
dents overall expect increased invest-
ment. Executives in the United States, 
Spain and Italy were nearly as confident. 
The survey of more than 550 business 
executives across several industries was 
conducted in these five countries plus 
Germany and France. 
In terms of specific areas of invest-
ment, the most pressing priorities of 
IT leaders are server virtualization and 
consolidation (44 percent), whereas
business managers in general rank
virtualization as important as customer 
relationships and service. 
Technology performance metrics and 
clearer definition of risks are also tak-
ing on greater importance. More than 
three-quarters of executives at global 
firms now use either financial, produc-
tivity or progress metrics to measure 
the performance and benefits of their 
technology investments. 
Teens Might Nix Jobs if Denied 
Access to Social Networks 
Online social networks have become 
so central to teens’ lifestyles that many 
would consider rejecting a job offer if 
they were not allowed access to them 
during working hours. 
The 2009 Junior Achievement/Deloitte 
Teen Ethics Survey, which looked at the 
ethical implications of the popularity 
of social networking, found that nearly 
three in five would weigh their ability to 
access social networks at work when 
considering a job offer. Many organiza-
tions, meanwhile, have begun imple-
menting policies that limit access to 
social networks during the workday due 
to concerns about unethical usages, 
such as time theft, spreading rumors 
about co-workers or managers, and 
leaking proprietary information. 
Nearly nine in 10 of the 1,000 teens 
surveyed use social networks every day, 
with 70 percent saying they participate 
in social networking an hour or more 
daily. Most of the teens surveyed say 
they feel prepared to make ethical deci-
sions at work, and a significant majority 
(83 percent) say they do not behave 
unethically while using social networks. 
The survey results shed new light on
the findings of another workplace ethics
study conducted recently by Deloitte.
That survey showed that more than a
third of adult respondents rarely, if ever,
consider what their bosses, colleagues or
clients would think when they post com-
ments, photos or videos online. SLA 
Info File 
Writing for Information Outlook 
Information Outlook welcomes queries from 
authors about articles of interest to information 
professionals. For writer’s guidelines and a 
current editorial calendar, see www.sla.org/ 
WriteForIO or write to editor@sla.org. Please 
allow two to four weeks for acceptance. 
Letters to the Editor 
Comments on articles or opinions on any topic 
of interest to information professionals may be 
submitted as letters to the editor. They should 
be sent to editor@sla.org with a subject line of 
“Letter to Editor.” All letters should include the 
following: writer’s name, SLA volunteer title (if 
applicable), city and state/province, and phone 
number. (We won’t publish the phone number, 
but we may wish to call for verifi cation.) Letters 
may be edited for brevity or clarity or to conform 
to the publication’s style. 
Permissions 
Authors may distribute their articles as 
photocopies or as postings to corporate intranets 
or personal Web sites—for educational purposes 
only—without advance permission. In all cases, 
the reprinted or republished articles must 
include a complete citation and also reference 
the URL www.sla.org/. 
For permission to reprint Information Outlook
articles in other publications, write to editor@ 
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EMBEDDED LIBRARY MODELS VARY IN FORMAT BUT SHARE A COMMON FOCUS 
ON DELIVERING CUSTOMIZED SERVICES TO CLIENTS WITH WELL-DEFINED NEEDS. 
BY DAVID SHUMAKER, MLIS 
I f you’re not already deliveringembedded services, chancesare you’re thinking about it. Andwith good reason—librarians in
universities, corporations, government
agencies and nonprofits from Boston
to Brisbane have adopted the embed-
ded knowledge services model and
are employing it to raise their profile
by expanding their contributions to
organizational goals. 
With embedded services initiatives 
springing up in so many different orga-
nizations, it’s not surprising there’s a
wide range of approaches. Sometimes,
embedded services involve moving
librarians’ work spaces out of a central
library facility and into the office areas
where key customer groups are located. 
For example, in 2007, the adminis-
tration of the Arizona Health Sciences 
Library obtained space in a new research 
building and assigned four information 
services staff to work there on a half-
time basis. By the end of the first year, 
the embedded librarian for the College 
of Public Health was spending “close to 
95 percent” of her time at the college 
and was regularly conducting research 
for grant applications, working with
faculty to provide information literacy 
instruction to students, and conduct-
ing special workshops for members of 
the college. She and the embedded 
librarians for the Colleges of Pharmacy 
and Nursing now regularly attend fac-
ulty meetings, where they are able to 
strengthen their dialog with faculty and 
develop new opportunities for collabora-
tion (Freiburger and Kramer 2009). 
But location isn’t always relevant. 
Reece Dano, a librarian at a design firm 
in Minnesota, works out of the “war 
room” that’s assigned to the project 
team in which he happens to be embed-
ded at the time. When the projects and 
teams change, so, too, does the war 
room (Spencer 2009). In the academic 
sector, distance and blended learning 
models are becoming more and more 
common; as they expand, librarians are 
becoming virtually embedded, deliver-
ing information literacy instruction in 
the virtual classroom (York and Vance 
2009). In other cases, customers fund 
the librarian’s time, fully or partially, or 
even establish a supervisory relation-
ship wherein the librarian reports to the 
manager of a customer group and not 
to the library manager. 
In the same way that the approach 
varies, the services delivered vary as 
well, depending on the customer’s
needs. The emphasis in the academic 
DAVID SHUMAKER is clinical associate professor at the School of 
Library and Information Science at the Catholic University of America 
in Washington, D.C. 























environment may be on teaching; in the The other theme articles in this issue REFERENCES 
corporate world, the focus may be on provide further evidence of the key fac-
research for marketing or competitive tors in successful embedded services. Freiburger, G., and S. Kramer. 2009. 
intelligence. The services may include Deborah Garson and Eileen McGowan, Embedded librarians: One Library’s Model for
knowledge management or content one a librarian and the other a faculty Decentralized Service. Journal of the Medical
management, or any of several other member, share their perspectives on Library Association, 97(2): 139-142. 
information services. co-teaching a research seminar. Jill
Across these diverse programs, one Heinze describes how a senior execu- Spencer, F.G. 2009. 10 Questions: Reece 
common thread emerges: embedded tive champion enabled her to build a Dano. Information Outlook, 13(3): 26-29. 
librarianship involves the delivery of close, collaborative relationship with
highly customized and highly valued the key marketing staff in her com- York, A.C., and J.M. Vance. 2009. 
information and knowledge services to pany. Jeanne Trimble discusses the Taking Library Instruction into the 
a customer group with well-defined management initiative needed to build Online Classroom: Best Practices for 
needs. In the academic environment, services that are aligned with the needs Embedded Librarians. Journal of Library 
this means supplanting standardized, of a highly agile, matrixed organization. Administration, (49)1: 197-209. 
stand-alone bibliographic instruction Finally, Mary Talley and I summarize
with embedded information literacy the findings of an 18-month, SLA-
instruction and consulting services that funded research project that identified
are targeted toward the subject matter some common threads among suc-
and assignments in each course. In cessful embedded programs. SLA 
the corporate world, it means replacing 
standardized, reactive reference and 
research services with in-depth, ongo-
ing information consulting in which the 
librarian may identify and fill informa-
tion needs before other team members 
even recognize them. 
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INFORMAL EXCHANGES OF INFORMATION BETWEEN TEAM MEMBERS BECAME 
MORE COMMON AND MORE PRODUCTIVE WHEN A LIBRARIAN WAS EMBEDDED 
WITHIN AN ORGANIZATION’S BRAND COMMUNICATIONS UNIT. 
BY JILL STOVER HEINZE, MSLS
Last year was one of momentouschange—in our economy, oursociety, and, for many of us,our careers and organizational
roles. Some of this change has been
painful. But, welcome or not, change
often brings with it opportunities to do
things differently and, ideally, better. 
The tumultuous economy certainly
affected my company, sharpening our
focus and forcing us to develop new strat-
egies for solving rapidly evolving prob-
lems. Consequently, the need for infor-
mation and my services became greater.
During the height of the tumult, I found
new ways to deliver value to my clients. 
For me, keeping up with change 
meant relying more heavily on my part-
nership with our Brand Communications 
Unit (Brand). We leveraged each oth-
er’s strengths to improve our individual 
projects while discovering opportunities 
to create new deliverables with positive 
results for our company. 
Leveraging My Skills 
While we now enjoy a productive rela-
tionship, the Brand Communications
team and I did not always have a close
partnership. When I was hired as a solo
research analyst and given responsibil-
ity for competitive intelligence (CI)
tasks, I worked with a variety of units
in the Marketing Department to keep
them informed about marketplace
JILL HEINZE is a research analyst in the Marketing Department at 
Affinion Loyalty Group in Richmond, Va. She is a member of SLA’s 
Competitive Intelligence Division. 
developments and to produce ad hoc
topical analyses. This work required
me to reach across organizational
boundaries to subject matter experts
and clients. Aside from meeting with
clients, however, I worked almost com-
pletely independently. 
The company president soon rec-
ognized an opportunity to leverage my
skills in more productive pursuits. At
her request, I moved from my iso-
lated cubicle to a location in the Brand
Communications area. While my job had
always been embedded in the Marketing
Department, this move entrenched me
in one of the department’s key functional
areas. From that point on, the nature of
my work evolved to more closely align
with organizational needs at higher lev-
els, increasing my internal visibility and
generating greater awareness of and
demand for my services. 
The president’s decision to embed 
me within the Brand Communications 
unit was purposeful and strategic. She 
recognized the considerable poten-
tial value in the informal information 
exchanges that take place among team 
























































By being part of a team that was integral to many high-
level initiatives, I was aligned with projects that gave me 
exceptional visibility and offered opportunities to add value 
for the appropriate audiences. 
members. She wanted me to work
alongside the Brand staff to encourage 
the natural sharing of information that 
occurs when people are in close prox-
imity to one another. 
As she saw it, Brand staffers excel at
delivering our company’s messages in
appealing packages. What they need,
and what I am ideally suited to provide,
is substantive content and context that
can make their messages more effective.
Her expectation was that I would share
(both formally and informally) pertinent
news and research findings I regularly
encountered and that they would apply
this information to their work. 
As it turns out, her vision became 
a reality. I readily use the Brand team 
as my sounding board when I learn of 
interesting developments and inform 
them when I come across research 
and best practices related to promo-
tional techniques or information about 
their target audiences. When I worked 
independently, such interactions were 
rare outside of formal channels and 
requested deliverables, thus limiting the 
exchange of ideas. 
An unforeseen but no less important
consequence of our close relationship is
that the Brand team gained insight into
my role and use their communication
talents to advance my work. Previously,
no one in the organization (outside of my
manager) had a deep, holistic under-
standing of my skills and the full value
I could bring to the organization. Simply
by talking casually to me about my
challenges and ideas, the Brand team
grew to recognize my unique needs and
helped me become more effective by
applying their design and copywriting
skills to my work. This arrangement even
generated new, collaborative endeavors
that helped our organization weather the
economic upheaval. 
Identifying Success Factors 
One of the more obvious keys to the
fruitful CI-Brand partnership is high-
level executive support. In our case, the
Brand team and I were paired because
we have complementary skill sets that
can produce synergies in terms of the
scope and quality of our deliverables.
The Brand team excels at understanding
our firm’s unique value proposition and
communicating it to external audiences
through e-mails, press releases, con-
ference presentations, speeches, RFP
responses, and so on. Their work is
credited with winning new business and
building our image in the marketplace.
Theirs is a crucial communication role
with high visibility that garners attention. 
To be fully successful, however,
the Brand team must understand the 
competitive environment, current and 
prospective clients, consumer behavior 
trends, and marketplace developments. 
As a librarian who possesses substan-
tial research skills and continuously 
monitors the external environment, I 
can contribute the necessary under-
pinnings to ensure Brand’s messages 
resonate as intended. In fact, our com-
bination of skills not only allows us to 
improve the quality and value of our 
assigned projects, but to create new 
offerings. For example, Brand staffers 
and I recently co-wrote the company’s 
first white paper, which incorporates 
market research and the president’s 
thought leadership. 
From my perspective, the CI-Brand 
collaboration is a success. Not only do 
we enhance each other’s abilities, we 
also learn from each other’s strengths. 
One of Brand’s specialties is communi-
cation, whereas I, like many corporate 
librarians, face an ongoing challenge to 
communicate the information I gather 
clearly and succinctly. While I con-
sider myself to be reasonably good with 
words, it wasn’t until I began work-
ing with Brand that I recognized the 
importance of visual elements in busi-
ness communication and how matching 
words with the right images magnifies 
the impact of both. By participating 
in the Brand team’s decision-making 
process for selecting charts, graphs, 
photographs, and other visuals for mar-
keting pieces, I am developing a better 
understanding of graphic design that I 
can apply to my work. 
The images accompanying this article,
which were created by the Brand team to
make my CI deliverables more clean and
professional in appearance, illustrate the
value of good visual communication.
Figure 1 is a logo that I include on all 
of my products. Notice that the element
on the far left includes the hidden letters
“ci” and that the “i” also looks like a per-
son in the center of the circle. The color
choices and use of lower-case text also
give it a modern appearance. 
Similarly, Figures 2 and 3 show the 
evolution of my e-mail newsletter, origi-
nally named News Points and now titled 
newsin(forum). The new name gives 
readers a clearer sense of its purpose— 
to be a forum for current news and 
information—while the light bulb image 
Figure 1: A logo developed by Brand Communications for use with competitive intelligence products. represents the ideas that can be gener-
Note the hidden “CI” on the left. ated by reading the articles. 














In addition to marrying complemen-
tary skills, the decision to embed me 
within the Brand Communications unit 
also put me in close physical proximity 
to the people I support. It may seem 
strange that something as simple as 
sharing a workspace can have such a 
positive effect, but it’s a crucial com-
ponent of our relationship because it 
fosters a common knowledge base. By 
sharing a room, we are, in effect, “on 
the same page.” 
The Brand team’s office area is the 
hub of our Marketing Department.
There’s not an employee in the entire 
department who doesn’t like to drop by 
to enjoy our creative workspace, which 
includes comfortable sofas, toys used 
in brainstorming sessions, plenty of
M&M’s candies, and brightly colored 
walls. As a result, the Brand team and 
I learn a great deal of information about 
new projects and sales efforts and
gather executive perspectives, all of 
which we put to good use in our work 
with internal clients. 
While it’s important for embedded 
librarians to focus on concrete out-
comes, it’s equally important to develop 
the interpersonal relationships that can 
transform a group of individuals into a 
cohesive team that can collaborate to 
solve clients’ problems. Operating side 
by side and sharing our insights with 
each other, Brand staffers and I are 
truly a united team. 
Yet another factor in the success of 
the CI-Brand partnership has been our 
ability to jointly anticipate and react 
to quickly evolving problems. Because 
we share the same internal client base 
and role within the organization, we can 
lend our respective expertise to support-
ing business functions such as sales, 
product development, and account
management. This shared perspective 
connects us with a common sense of 
purpose that became indispensable as 
the financial crisis worsened last year. 
For example, a substantial portion 
of Affinion Loyalty Group’s (ALG) work 
comes from financial services clients. 
When the financial system began to 
collapse in 2008, these clients sought 
innovative solutions. In response, ALG 
Figure 2: The original masthead of Affinion’s e-mail newsletter about competitive intelligence. 
Figure 3: After receiving feedback from Brand Communications, the masthead in Figure 2 was revised. 
quickly focused on modifying prod-
uct offerings and positioning them to 
meet new market demands. Traditional 
Brand roles such as copywriting, prod-
uct naming, presentation develop-
ment, sales collateral creation, public 
relations, and trade show preparation 
assumed heightened importance. 
The company needed to understand 
the changing regulatory environment 
and shifts in consumer behavior to 
determine how best to sell our products 
and serve our customers. Management 
relied on Brand staff and me for many 
important tasks, including research-
ing emerging trends, packaging new 
and existing products in different ways, 
and using public speaking events as 
opportunities to share our thoughts and 
demonstrate our leadership. 
By being part of a team that was 
integral to many high-level initiatives, I 
was aligned with projects that gave me 
exceptional visibility and offered oppor-
tunities to add value for the appropriate 
audiences. For example, I carved out a 
niche for myself as the internal expert 
on legislative and regulatory develop-
ments. This expertise, combined with 
Brand’s abilities, enabled us to create 
public relations pieces and industry 
EMBEDDED LIBRARIANSHIP 
articles that demonstrated our under-
standing of legislative impacts and how 
our products could mitigate them. 
Wielding More Impact 
I realize that the benefits I have enjoyed 
since becoming an embedded librarian 
are largely the result of chance, and it 
was only recently that I learned there is 
a label for my role in relation to Brand. 
However, once I became embedded, it 
took me no time to understand that I 
could wield much more impact as part 
of a high-profile team. 
For those of you who seek similar suc-
cess, I recommend you go beyond think-
ing how you can support your clients’
work. Instead, consider how you can cre-
ate new value and learn new approaches
by finding partners who possess comple-
mentary skill sets, share a common mis-
sion, and perform strategically important
roles. If you find that economic and
environmental changes are creating new
organizational needs and demands, wel-
come these changes and treat them as
avenues to take on roles and partners
that will integrate you into key initiatives
and make you essential. SLA 






































Collaboration as a Model: 
Co-Teaching a
Graduate Course 
EMBEDDING A LIBRARIAN IN THE CLASSROOM HELPED STUDENTS UNDERSTAND THE 
VALUE OF INFORMATION LITERACY AND THE PLACE OF THE LITERATURE REVIEW IN 
THEIR RESEARCH—AND ULTIMATELY MADE THEM BETTER RESEARCHERS. 
BY DEBORAH S. GARSON AND EILEEN MCGOWAN 
Sources of knowledge and strat-egies for information retrievalare multiplying exponentially,confronting doctoral students
with increasing challenges in finding and
managing resources to create literature
reviews for their dissertations and quali-
fying papers. While many students are
embracing the opportunities inherent
in this information revolution, they are
wrestling with integrating this new mind-
set into the traditional world of academe
and struggling to operate in an environ-
ment that is transitioning from traditional
research strategies to a digital platform.
These developments provided the
impetus for the authors to begin co-
teaching a literature review class at 
the Harvard University Graduate School 
of Education. Specifically, a doctoral 
student who had been denied access 
to a literature review class (because of 
over-enrollment) appealed to Eileen,
the faculty instructor, to offer another 
section and to include a research librar-
ian in the course structure. Based on 
this conversation, Eileen approached 
Deborah, the head of research and 
instruction services at Gutman Library, 
and together we conceived the idea of 
co-teaching a seminar. 
Designing the Course 
First, we informally surveyed a number of
doctoral students and found they shared
a feeling of frustration that stemmed
from trying to integrate evolving research
questions with an effective research 
strategy. The students complained that a
single library session did not address the
wide range of challenges they encoun-
ter when conducting research for their
literature reviews. Moreover, even when
students scheduled multiple library
appointments, their research strategies
remained isolated from their scholar-
ly development. In response to these
concerns, we wrote a course proposal
and received official approval from the
school’s academic administration. 
In preparing our course, we identified 
several literature references and anec-
dotal accounts confirming that doctoral 
DEBORAH GARSON is head of the Research and Instruction Services Department and Gutman Library Writing Services. She serves on the
Harvard University Library Committee for Public Services and chairs the Learning Opportunities Advisory Group for the Harvard Libraries. An
SLA member since 1990, she has served as chair and membership chair of the Education Division. 
EILEEN MCGOWAN studies the development of formal mentoring relationships within educational settings. At the Harvard University Graduate
School of Education, she is the director of the Field Experience Program and a lecturer on education.

























The students complained that a single library session did not 
address the wide range of challenges they encounter when 
conducting research for their literature reviews. 
students in all research areas struggle 
with creating a scholarly and compre-
hensive literature review. As document-
ed by Boote and Beile’s study (2005), 
the literature reviews of many doctoral 
students in education are “disjointed 
summaries.” Their research showed
that most doctoral candidates are not 
“on the cutting edge of current research 
in their field” and have not “learned 
to critically analyze and synthesize
research in their field.” As a result, the 
candidates’ dissertations do not con-
tribute new and informative ideas to the 
educational community. 
In addition to the inherent challenges 
in creating a rigorous literature review, 
we found that students in the field of 
education, like other doctoral students 
in the social sciences, face difficul-
ties with interdisciplinary research. This 
manifests itself in very concrete ways. 
Interdisciplinary research demands
that doctoral students grasp the latest 
research search strategies (which can 
differ according to the particular dis-
cipline) while simultaneously making 
the rigorous intellectual decisions that 
accompany the task of locating and 
articulating a precise research ques-
tion. Indeed, we believe and continue 
to argue that it is essential for research 
skills to be an integral component of 
critical thinking skills, whether investi-
gating a field of literature or construct-
ing a body of literature. 
When we began to look for models 
on which to build our course, we came 
to realize that while doctoral students 
face increasingly complex challenges 
in conducting a scholarly and relevant 
literature review, the standard response 
by the library and academic communi-
ties has been to offer distinct, stand-
alone solutions. Current instructional 
approaches to the literature review pro-
cess range from “how to” documents to 
dissertation boot camps, online tutori-
als, in-class explanations/discussions, 
literature review rubrics, information
literacy workshops, and recommended 
books/articles. Yet academe continues 
to disparage, through articles, confer-
ence presentations, and Web post-
ings, the quality of dissertation literature 
reviews. The general consensus echoes 
Boote and Beile’s study findings from 
several years ago. Additionally, since 
Boote and Beile’s study, the complexity 
of conducting research has increased 
due to rapid changes in information 
access and availability. 
The holistic model we developed for 
our course, Researching and Writing 
a Critical Literature Review, addresses 
this dichotomy by combining the critical 
expertise of two disciplines, library sci-
ence and research methods in educa-
tion. We designed the year-long seminar 
to prepare doctoral students to research 
and write a critical literature review, 
whether constructed as a qualifying 
paper or as background for a qualify-
ing paper proposal or a dissertation 
proposal. Structured to guide students 
throughout the research process, the 
seminar is focused on identifying and 
developing individual research inter-
ests, searching for relevant informa-
tion resources, refining those research 
questions and strategies, and writing a 
research proposal or literature review. 
Our seminar integrates the develop-
ment of information research strategies 
with the exploration and refinement of 
the research topic. We designed our 
course to meet the following goals: 
 Investigate the construction and pur-
pose of a literature review; 
 Understand why a literature review is
integral to producing quality research; 
 Review the debates in the field
regarding the structure and function 
of a literature review; 
 Encourage students to focus their 
interests so they coalesce and evolve 
into meaningful research topics; 
 Help students identify the bodies of 
knowledge that are relevant to their 
interests; and 
 Assist students in formalizing spe-
cific research questions to guide their 
inquiry. 
Additionally, we focused our course
meetings on developing principles and
practices associated with information 
research and applying those process-
es directly to each individual student’s
evolving research agenda. This approach
informs and supports the critical thinking
skills necessary to develop a relevant
and distinguished literature study and,
subsequently, a dissertation. 
The Course in Action 
The course engages both instructors 
and students every other week in a 
limited-enrollment, interactive seminar. 
The students’ interests are diverse and 
often multi-disciplinary, ranging from 
public policy to human psychology and 
development to teaching and learning 
in urban contexts. All of these topics 
require the students to develop and 
utilize inter-disciplinary research knowl-
edge and skills. 
The seminar “content” consists pri-
marily of the students’ own research
agendas. We challenge the students’
thinking about research as integral to
academe and require them to take “a
leap of faith” into the new landscape of
research and scholarship. While looking
back at established fields of literature,
we engage and explore the new research
landscape and its impact on scholarship,
such as open access publishing. 
We frame the seminar’s work through 
the students’ approaches to knowl-
edge construction. Our students enter 
with passions and commitments and 
then conduct research to see who else 
shares their interests. In many ways 
they are looking for their intellectual 
home. It is important to lead them past 









the standard articles and fields of litera-
ture to the “gray” or emerging literature 
that can take them to the cutting edge 
of research and widen and further their 
own thinking. 
Exploring the research value of estab-
lished literature as well as that of devel-
oping literature is critical to moving 
the students into researching beyond 
Google. The introduction of citation
indexes is often an “aha” moment. In 
the most recent semester, we used the 
analogy of car headlights and taillights 
to illustrate how previous and current 
research can help guide the researcher 
on his or her individual journey. To fur-
ther this analogy, we used citation map-
ping, which generated a lot of in-class 
discussion and excitement. 
Introducing research skills and
resources at the critical point of need 
is a best practice for ensuring that 
students understand information litera-
cy’s relevance to the research process. 
Within this course we have that oppor-
tunity and are able to confirm that our 
students fully understand the presented 
concepts and ideas. 
The seminar is designed to build a 
lifelong, highly interactive orientation 
toward knowledge. The seminar is con-
structed to address doctoral students’ 
understanding of the research process. 
While it is specific to the literature review, 
it can be generalized to the responsibili-
ties and critical thinking skills needed to 
be a lifelong researcher. 
As a researcher, you must under-
stand how to find and use informa-
tion in a continually shifting landscape 
of information packaging and delivery 
formats. We specifically teach our stu-
dents how to approach their topics 
through concept mapping, how to use 
their concept maps to develop and 
refine their search strategies, how to 
keep their research skills current, how 
to keep records using Refworks or other 
bibliographic management tools, and 
how to stay current with new develop-
ments relevant to academic research 
(such as Google Wave). 
Our own conceptualizations of the 
tight integration of research question 
development and search strategy are 
continually evolving and being refined. 
When we initially developed the semi-
nar format, we considered several
approaches to the information literacy 
component. We agreed on the impor-
tance of the information literacy content 
being equal to the education content— 
the students had to recognize the value 
and legitimacy of research skills to the 
educational research process. 
Our initial syllabus divided each
three-hour class into distinct hours of 
instruction, with an “education hour” 
followed by a “library hour” and end-
ing with a “workshop hour.” However, 
we immediately recognized that sep-
arating the subjects might reinforce 
the very divide we were striving to 
bridge. Gradually, the syllabus evolved 
to emphasize, through both readings 
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and class activities, the research skills 
and information literacy knowledge criti-
cal to understanding and advancing the 
process of a literature review. 
Reflecting on Roles and Goals 
Co-teaching is an iterative process,
and each class affirms the instruction-
al goals to explain and highlight the
interplay of conducting research and
producing research. After two years
of sharing a classroom, both physical-
ly and intellectually, we have become
a very complementary team in our
instructional approach. Moreover, our
students have reaped the benefits of
this collaboration. The course evalua-
tions have documented the students’
academic progress and their appre-
ciation of our approach. From course
evaluations we have gathered valu-
able student input, which continues
to guide course content refinement
and development.
We refine and adapt the seminar 
during the academic year; in an intense 
review during the summer, we look 
back at the past year’s teaching expe-
rience and investigate new research 
regarding the doctoral process and
information literacy. As part of our
commitment to co-teaching, we have 
established a practice of reflection and 
conversation throughout the week. We 
value our after-class hour as time to 
share our individual perceptions of class 
activities, offer comments on specific 
student issues, and examine the day’s 
class dynamics. Often, we discover new 
instructional insights based on each 
other’s views of a classroom activity or 
conversation. 
While we share common instructional 
goals and objectives, our distinct pro-
fessional experiences enrich our course 
content and teaching philosophies.
Although we are the course instructors, 
we are just as often learners—learning 
from each other and from our students. 
We believe this approach contributes to 
the importance of embedding research 
skills into the dissertation process. 
As instructors, we believe we have a
responsibility to address the informa-
tion literacy challenges of researching
and developing the literature review by
integrating research skills and research
questions. Each class combines content,
interactive activities, and discussion, 
with the goal being to integrate research
skills and research questions. The stu-
dent’s own research question is framed
within an overall approach to academic
research, thereby embedding it within
the new landscape of research technol-
ogy and knowledge construction. 
This approach guides the research tra-
jectory of doctoral students at precisely 
the most critical point-of-use moment— 
during the process of researching
and developing the literature review. 
Ultimately, our students must under-
stand the place of the literature review 
in research, the place of their research 
questions within the broad spectrum of 
the education field, and the importance 
of information literacy in accomplishing 
these goals. SLA 
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Reflecting Corporate Strategy: 
Mitre’s Information 
Services Clusters 
DEVELOPING CROSS-CENTER TEAMS TO SUPPORT THE NEEDS OF SPECIFIC CUSTOMERS 
HELPED IMPROVE SERVICE AND ENABLE INFORMATION ANALYSTS TO GAIN MORE 
TECHNICAL KNOWLEDGE ABOUT PROJECTS. 
BY JEANNE SLATER TRIMBLE, MA, MSLS 
The essence of a team is shared Katzenbach’s phrase “shap- enhancing both customer services and commitment. Without it, groups ing a purpose they can own” personal professional development.perform as individuals; with it, they aptly captures the intent of Each cluster is autonomous yet net-become a powerful unit of collective the research clusters within worked, focused on a broad subject 
performance. The best teams invest a the Information Services Department area but ultimately working to support 
tremendous amount of time shaping a at the Mitre Corporation. For the past the corporate goals. 
purpose that they can own. They also several years, Mitre’s leaders have
translate their purpose into specific emphasized knowledge sharing and
performance goals. And members of collaboration as a way to maximize our Reassessing Service Delivery 
successful teams pitch in and become value to our government customers. Established as a not-for-profit corpo-
accountable with and to their team- In 2007, Information Services devel- ration in 1958, Mitre is chartered to
mates. The fundamental distinction oped the research clusters as part of work in the public interest, provid-
between teams and other forms of a new operational model that attempts ing systems engineering, research and
working groups turns on performance. to reflect those corporate objectives of development, and information technol-
collaboration and sharing knowledge ogy support to the U.S. Government. It
J. R. Katzenbach, “The Discipline of across the organization. operates federally funded research and
Teams,” Harvard Business Review, 2005. Research clusters give Mitre’s infor- development centers (FFRDCs) for the
mation analysts a mechanism for Department of Defense, the Federal
JEANNE TRIMBLE is team lead in the Information Services Department at the Mitre Corporation in McLean, Va. 
She has more than 20 years of experience as an information professional and has worked as a research librarian in 
the aerospace, defense, and information technology industries since the early 1990s. 












































































Aviation Administration, the Internal
Revenue Service, the Department of
Veterans Affairs, and the Department
of Homeland Security. Mitre also man-
ages its own independent research and
development program that explores
new technologies to solve our spon-
sors’ problems in the near term and in
the future. 
Within a year of its inception, Mitre 
began providing a library service. It 
functioned as a traditional library until 
the mid-1990s, when the circulating 
book collection was eliminated to chan-
nel more resources toward electronic 
information delivery. The primary mis-
sions of the service are management 
and delivery of electronic informa-
tion resources, knowledge manage-
ment support, reference, and custom 
research and analysis. 
Mitre was one of the early adopters 
of the “embedded librarian” concept. 
Beginning in the 1980s, Information 
Services provided custom research
through analysts assigned to one of 
the FFRDCs or a particular department 
or project. Embedding the information 
analyst (known as the liaison) within 
the domain organization became a suc-
cessful and popular model for service 
delivery and provided an exceptional 
environment for the analyst to gain spe-
cific domain knowledge as a member of 
the department or project team. 
In 2005, Information Services engaged 
in the LibQual survey conducted by 
the Association of Research Libraries. 
From the survey results, Information 
Services learned that customers wanted 
improved access to electronic tools and 
resources, that the department’s Web 
portal needed revising, and that the 
information analysts were perceived as 
providing excellent customer service 
but lacking a high level of technical and 
direct project knowledge. 
Compelled by the LibQual survey
results and the corporate goals of
knowledge sharing and collaboration, 
Information Services leaders decided to 
assess the department’s service model 
to determine if the liaison structure was 
the best approach for service delivery. 
For the larger units, the single liaison 
model was proving insufficient—a single 
liaison could not effectively support all 
the research needs of a center or large 
division. Moreover, demand for knowl-
edge management services in addition 
to traditional research was beginning to 
increase. The assessment’s goal was to 
define a new model for providing ser-
vices that would address the corporate 
goals of collaboration and knowledge 
management and give information ana-
lysts opportunities to improve their tech-
nical skills while continuing to provide a 
high level of customer service. 
Developing the Clusters 
The first step in the assessment was to
survey the Information Services staff to
determine their subject and resource
experience or knowledge relative to
the technology areas within Mitre’s
research program. In conjunction with
the survey, brainstorming sessions
were conducted with a selected group
of information analysts, resulting in a
“map” of the corporate research areas
and the subject matter expertise of the
Information Services staff. 
The map showed that our staff had 
varying degrees of expertise and experi-
ence in most of the technology areas of 
concern to Mitre, with business analy-
sis, information technology markets,
intelligence, aerospace and military
domain knowledge the strongest. The 
map indicated that opportunities for 
enhancing our expertise lay in the areas 
of Web 2.0 technologies, communica-
tions, and program management. 
In addition to the need for greater
technology and domain awareness, the
assessment identified the increased
demand for knowledge management
services as a business opportunity.
With Mitre’s adoption of Microsoft
SharePoint as an enterprise collabora-
tion tool, customers were requesting
support for managing information col-
lections. We needed to understand
how we could align our services to
fulfill these requests. 
The idea of cross-center teams that
interact and share ideas gradually took
shape. The staff suggested using the
teams to focus on tools for developing
customized information products for
customers in specific domains. One
of the staff members suggested the
term “clusters” to define the concept
of these cross-center groups. 
As we envisioned them, the cluster
teams could serve as vehicles for men-
toring and sharing expertise, enhancing
collaboration, identifying and connect-
ing cross-center projects, and linking
research and knowledge management
needs across the corporation. (On an
ad hoc basis, the analysts had always
communicated information about their
projects, but no formal model existed
to ensure that relevant and timely
sharing and collaboration took place.)
Information products such as newslet-
ters, wikis, and other information man-
agement and delivery platforms could
be developed specifically for each of
the research areas as opposed to using
one-size-fits-all materials. The clusters
could also assist with the growth in
subject expertise for all staff, expand
customer networks, and improve back-
up and reach-back support. 
In the fall of 2007, we established
nine cluster groups, each reflect-
ing a broad technology area within
Mitre’s research program or business
operations and encompassing topi-
cal areas such as aviation, homeland
security, healthcare information tech-
nology, intelligence, and military sys-
tems. Based on the initial staff exper-
tise survey, each staff member from
Information Services was assigned to
two or three cluster groups, which
range in size from four to ten analysts.
A cluster lead was assigned to each
cluster to plan meetings, set agen-
das, and ensure that cross-cluster
communications take place. A subject
matter expert (SME) was also identi-
fied for each cluster based on his or
her knowledge and experience with
that cluster subject. The SME serves
as the first point of contact for custom
research requests that come into the
department through the InfoDesk. 
Before the clusters existed, the only
method for triaging research assign-
ments was to send a request to the










































































team lead to find additional support.
The cluster structure eliminated the
management-driven process of iden-
tifying an analyst with the requisite
expertise and time to take on extra
assignments. The cluster model also
allows each group of information ana-
lysts to operate in a manner that best
suits the collaboration, training and
product delivery needs of the team
members and the customers they sup-
port. The only requirements are to
communicate, share knowledge within
and across the clusters and the depart-
ment, and align services and products
to meet customer needs. 
Since their inception in 2007, the
clusters have been, by design, dynam-
ic—they have adjusted to meet chang-
ing customer demands and workloads.
With the introduction of enterprise
Evaluating the Clusters 
After the clusters had been operating
for 18 months, a second survey was
taken to gauge their effectiveness and
to identify areas for improvement. The
anonymous survey asked the cluster
members to rate how well the clusters
were meeting the goals articulated
in the original proposal: whether the
clusters were providing opportunities
for training and skill development,
improving the triaging of research
requests, providing a venue to learn
more about Mitre’s work in the cluster
topic area, and encouraging com-
munication and collaboration with
department colleagues. The survey
also asked if time spent in meetings
was “well spent” and if the analysts
increased their understanding of work
programs across the corporation. 
Cluster meetings, meanwhile, offer 
opportunities for teammates to develop 
relationships with co-workers, thereby 
enabling more sharing of work tasks. 
tools such as wikis and other Web 2.0
applications, the clusters have pro-
vided targeted training to meet specific
customer requirements. 
The clusters are able to provide time-
sensitive products, including wikis,
RSS news alerts, and SharePoint tools,
that deliver updates of precise inter-
est to the Mitre community. Creating,
populating, and managing those prod-
ucts would require extensive time from
a single analyst, but the cluster group
can delegate responsibilities and stand
up the resources within a few days.
Cluster meetings, meanwhile, offer
opportunities for teammates to develop
relationships with co-workers, thereby
enabling more sharing of work tasks.
The analysts feel more confident hand-
ing off work tasks while co-workers
are out of the office, knowing that the
assignments are being managed by
knowledgeable colleagues. 
The highest survey scores were for “tri-
aging” and “improving skills,” with lower
scores on “improved domain knowledge”
and “increased cross-center awareness.”
Feedback included recommendations for
evaluating cluster size, suggestions for
improving overall effectiveness, and pro-
posals for training opportunities. There
were also comments about managing the
meetings and improving their efficiency
and effectiveness. 
As a follow-up to the survey, Mitre’s 
Corporate Communications Department 
conducted focus groups with Information 
Services staff members to probe for 
specifics on how the clusters can adapt 
and implement changes to improve 
their overall effectiveness. The ses-
sions targeted the specific actions the 
department could take to enhance and 
improve the cluster model. The sum-
mary findings of the focus groups noted 
that there was still some confusion about 
the function of the clusters and the role 
EMBEDDED LIBRARIANSHIP 
and responsibilities of the cluster lead-
ers, plus some concern about the need 
for defined meeting schedules. 
Written mission statements and clearly
defined goals were recommended to
help clarify the function of the clusters,
while policies establishing and enforcing
the responsibilities of the cluster leads
and the meeting schedules addressed
the second and third areas of concern.
As a result of the survey and focus
groups, department leaders worked 
with the cluster leads to ensure that all
the issues defined by the survey and
focus groups were addressed. The goals
now are to build on the successes of
improved communication, collaboration,
and skill development and to enhance
the clusters through better mission defi-
nition and meeting structure. 
For the Information Services
Department, one of the primary les-
sons learned from establishing the clus-
ters was the importance of aligning 
internal team missions and goals to 
the corporate strategy. Including the 
Information Services staff in the pro-
cess, from the initial concept through 
planning and implementation, helped 
ensure their engagement and owner-
ship of the process. Giving the clus-
ters authority to make decisions about 
customizing services for the specific 
domain areas ensured that customers 
receive appropriate and effective ser-
vice. Continuous communication has 
also been vital to the success of this 
initiative—both within the clusters and 
within the department. 
The clusters have a “purpose they 
can own”—ensuring that Information 
Services is providing the research,
knowledge management, and informa-
tion products to support Mitre’s goal 
of delivering systems engineering and 
information technologies that address 
our sponsors’ critical needs. We believe 
that aligning our internal structure to 
reflect the corporate strategy is essential 
to ensuring that Information Services 
continues to serve the vital information 
needs of the corporation. SLA 
















































Models of Embedded 
Librarianship: A 
Research Summary 
CERTAIN CHARACTERISTICS AND FACTORS CAN INFLUENCE THE SUCCESS OF EMBEDDED 
LIBRARY SERVICES, AND RESEARCH SPONSORED BY SLA IS HELPING IDENTIFY THEM. 
BY DAVID SHUMAKER AND MARY TALLEY
Librarians and information pro-fessionals are seeking new roles that will enable them toalign their services with, and
raise their visibility in, their organizations
and ultimately increase their value. The
embedded services model offers new
opportunities to achieve these goals by
bringing information professionals into
closer working relationships with others.
This new vantage point can enhance
their ability to understand customer work
issues and information needs, opening
the way to the delivery of highly-custom-
ized, value-added services.
Interest in the embedded services
model has been increasing, but there
has been little systematic study of it. Not
much is known about the factors that are
associated with the model’s success and
the requirements to initiate and sustain
it. The authors, funded by a 2007 SLA
research grant, attempted to identify and
study these factors and requirements. 
In this project, we sought to gain
a better understanding of the similari-
ties and differences among embedded
library services programs and to develop
insights into practices that enable them
to succeed. The project had four goals:
 To define criteria of “embeddedness” 
for library and information services 
programs; 
 To define indicators of success and
identify successful (model) programs; 
 To collect data about the practices 
followed by model programs in initiat-
ing, operating, and evaluating their 
services; and 
 To develop recommendations for
other librarians seeking to implement
embedded services. 
This article presents a brief summary
of the research. The full report is available
on the SLA Web site at www.sla.org/pdfs/ 
EmbeddedLibrarianshipFinalRptRev.pdf. 
Research Methodology 
We organized the research project into
three data-gathering phases. In the first
phase, we administered a Web-based
survey (Survey 1) to a random sample
DAVID SHUMAKER (left) is clinical associate professor in the School of Library and Information
Science at the Catholic University of America. 
MARY TALLEY (right) is an independent information professional who helps information centers
align their products, services and structure with their parent organization’s strategic direction. 
She will be conducting a workshop on embedded services at the 2010 SLA Annual Conference. 



























of 3,000 SLA members and received
1,001 responses (33 percent). Using a
set of eligibility questions, we qualified
278 respondents as embedded, mean-
ing they are directly engaged in provid-
ing specialized services to limited client
groups within their organizations. 
In the second phase, we invited the 
embedded librarians identified in Phase 
1 to take another survey (Survey 2). Of 
these, 130 librarians submitted answers 
to the survey’s 42 questions, which 
focused on the longevity and growth of 
embedded programs, the number of 
customer groups served, the education 
and experience of the librarians, the 
services provided, and the operation of 
embedded services. 
The third phase consisted of site 
visits to four organizations with embed-
ded information services to conduct 
in-depth interviews with the embedded 
librarians and their supervisors and
customers. Two for-profit organizations 
and two institutions of higher education 
were selected based on their responses 
to questions that indicated both pro-
gram success and longevity. 
A fourth activity, to monitor and analyze
the literature of embedded librarianship,
was conducted throughout the project 
Criteria of Embeddedness 
In Phase 1 of the research project, we
tested the ability of three widely reported
characteristics of embedded programs— 
location with a customer group, partial or
full salary funding by a customer group,
and supervision by a customer group
manager—to distinguish such programs
from other direct service providers. In
addition, we gathered data to describe
the circumstances in which embedded
programs typically occur and to compare
characteristics among embedded and
non-embedded service providers. 
Our analysis found fewer differences 
between embedded and non-embed-
ded respondents than we had expect-
ed. Location and customer funding
patterns were linked to both embedded 
and non-embedded librarians, but they 
did not differentiate between them;
likewise, supervision did not constitute 
a significant difference between the 
two groups. Therefore, we relied on 
the characteristic of providing special-
ized services as the single criterion of 
embedded library services for the sub-
sequent phases of the study. 
Our Phase 1 research also con-
firmed a number of important facts
about embedded librarianship. First
and foremost, embedded programs are
healthy and widespread, as evidenced
by the following: 
 Almost half of the direct informa-
tion service providers surveyed also 
continued on p.33 
Figure 1: Indicators of Success: Marketing and Promotional Activities. Group 1 consists of librarians meeting all three measures of success (see page 33); 
Group 2 consists of librarians who meet none of these measures. 
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The recipe for your success begins in New Orleans. 
Success. It’s a goal that drives all of us, from seasoned library managers to information professionals just 
entering the job market. And it’s getting harder to achieve all the time, thanks to new developments in 
technology, business, education, and countless other areas. 
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EXPERIMENTING 
Learn about new technologies and take some  
of them for a test drive in the INFO-EXPO hall.
REGISTER NOW 
Make sure you get more by registering now for the SLA 
2010 Annual Conference and INFO-EXPO. Don’t miss 
your opportunity to get a jump on the trends, issues and 
challenges that will face you and your organization in 
the years ahead. Finding the ingredients for success has 
never been so important—and so easy.
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(less-say lay bon tonh roo-lay): Let the good times roll. 
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observe what the new trends are in
library and information science. 
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provide specialized services to one 
or more specific customer groups in 
their organization. 
 Embedded programs occur in every 
organizational type surveyed. Higher 
education institutions predominate, but
for-profit, nonprofit, and government
organizations are also well represented. 
 While 60 percent of respondents said
that embedded services programs had
existed for more than 10 years in their
organizations, the numbers of pro-
grams in existence for shorter periods
suggests steady, if gradual, growth. 
In addition, the Phase 1 research
found that relationship-building skills are
paramount to implementing and sustain-
ing an embedded program. The majority
of embedded service providers reported
engaging in seven activities that demon-
strate close collaboration with customers
and shared responsibility for outcomes. 
Indicators of Success 
Our next research goal was to iden-
tify successful embedded programs and
their accompanying characteristics. We
were particularly interested in exploring
the role that management strategies for
initiating, operating and sustaining, and
evaluating embedded services might 
play in the programs’ success. 
We chose three measures as our crite-
ria for success:
 Growth in the number of librarians 
or information professionals who pro-
vide services to the respondent’s cus-
tomer group(s); 
 Increased demand for services from
the customer group(s); and
 The development and delivery of new
services to the customer group(s)
over time. 
Only 11 survey respondents met 
all three criteria. We labeled these 11
respondents Group 1. A slightly larger
number (16) of respondents met none
of the criteria. We labeled these 16
respondents Group 2. A diverse range
of organizations, including government
agencies, institutions of higher educa-
tion, and for-profit and nonprofit corpo-
rations, were represented in both groups
(and in similar proportions). 
We then analyzed the responses of
these two groups for significant differenc-
es, using the technique of Small Sample
Discrete Inference based on mid P- value
(a statistical methodology for comparing
very small samples). The analysis pro-
duced 22 significant differences in the
way each group responded to pertinent
survey questions. Each of these differenc-
es constitutes a distinguishing attribute of
successful programs. 
We grouped the 22 attributes themati-
cally to create a survey of practices that
successful programs perform more fre-
quently than less successful programs.
This resulted in four themes: marketing
Figure 2: Indicators of Success: Use of Service Metrics. Group 1 consists of librarians meeting all three measures of success; Group 2 consists of 
librarians who meet none of these measures. 






















and promotion, service evaluation, servic-
es provided, and management support. 
Marketing and promotion. Group 1 pro-
grams engaged in the following marketing
and promotional activities much more fre-
quently than less successful programs:
 Using word-of-mouth promotion; 
 Distributing and displaying printed 
promotional materials, such as bro-
chures, fliers, and posters; and 
 Making presentations at employee
orientations. 
The use of word-of-mouth marketing 
is not surprising: One expects that those 
who use a successful, highly valued 
service will actively promote the service 
to other users and potential users. What 
may be surprising is the use of the other 
two activities, especially considering the 
popularity of electronic media such as 
blogs and Web sites. This is perhaps a 
reminder that traditional and low-tech 
media still have their place in promoting 
information services. 
Service evaluation. Group 1 programs 
engaged in seven types of service eval-
uation more frequently than Group 2 
programs. The two most significant of 
these are (1) measuring financial out-
comes, such as return on investment or 
cost avoidance, and (2) using service 
metrics to justify the continuation of 
services. These factors suggest that 
demonstrating the impact of special-
ized information services, preferably in 
financial terms, may be of the utmost 
importance in persuading organization-
al decision makers to support embed-
ded programs. 
Other practices followed by Group 
1 programs were collecting anecdotes 
about the impact of specialized services 
on customer work and outcome, and 
keeping counts of research projects, 
documents delivered, reference ques-
tions, and training session attendance. 
Apparently, these metrics may still be 
useful in the operation and manage-
ment of specialized library and informa-
tion services programs. 
Service types. Six types of services
were more likely to be provided by
Group 1 programs. Four are sophisti-
cated, value-added services: in-depth
research, competitive intelligence, train-
ing that is conducted offsite (away from
library facilities), and shared instructional
responsibility with subject faculty. 
This clustering of activities supports a
theme encountered in much of the lit-
erature: that the nature of the librarian’s
work becomes more sophisticated, with
an emphasis on expert analysis and judg-
ment, as the librarian becomes embed-
ded in the customer group’s work. 
Management support. Finally, Group 1
programs reported stronger management
support, as evidenced by these factors: 
 Authorization from management (at
any level) was not required prior to
initiating specialized services. 
 A manager/leader of the customer
group facilitated the integration of the
service provider into the group. 
 The customer group contributed
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feedback to the librarian’s perfor-
mance review. 
 A written agreement existed between
the customer group and the service
provider group. 
 Authorization was required from the
library/information group manager to
initiate specialized services. 
 Continuing education related to the cus-
tomer group’s area of specialization was
required of the embedded librarian. 
Taken together, these factors suggest
a strong engagement between library/ 
information service management and
management of the customer group to
support the specialized services. 
Interestingly, we did not find relation-
ships between success and other factors
in the survey, including the following: 
 The embedded librarian’s education 
level; 
 The embedded librarian’s relevant 
training or work experience; 
 Employer support for continuing
education; 
 The creation of written documentation
at the time service was initiated; 
 The type of documentation created
when service was initiated; and
 The sharing of written reports with
library management or executives out-
side the customer group. 
Recommendations for Managers 
We now believe there is a critical
need to strengthen the management
of embedded library services. Just as
the embedded role calls for new skills
on the part of service providers, it also
calls for new management strategies.
Therefore, we propose a series of steps
for those who are managing library and
information services. 
We present this as the “Virtuous Cycle
for Embedded Library Services”—a
model for management action to develop
and sustain a strategic repositioning of
information services in the workplace. 
Hire staff who can build relationships.
In his management classic, Good to
Great, Jim Collins (2001) emphasizes
the need to “get the right people on the
bus.” Our first recommendation echoes
his principle. The sine qua non of embed-
ded library services is the librarian’s
ability to establish strong interpersonal
relationships with customers. As our
survey data and site visits show, these
librarians excel at building relationships
and are highly motivated. We believe
that the expansion of embedded infor-
mation services will create more demand
for professionals with these skills. 
Let them learn the organization and
subject. Our research, particularly our site
visits, reinforced the importance of the
embedded service provider’s subject and
institutional knowledge. Formal academic
study, continuing education, and on-the-
job learning are all critical in developing
the necessary knowledge. The key ques-
tion for the manager is this: How will infor-
mation professionals in your organization
acquire the knowledge they need? 
Empower them to offer the right services.
The common threads among successful
programs were that the range of services
increased over time and that sophisti-
cated, value-added services were layered
on top of basic library and information
services. We infer that as embedded pro-
fessionals gain trust and credibility with
their customer groups, they are pulled
into new roles and functions depend-
ing on the priorities of their customers.
Managers must encourage this flexibility
and give embedded information providers
the freedom to shift their roles in response
to customer needs. 
Build alliances and communication with
customer management. Successful pro-
grams are more likely to measure their
activities and assess the value and impact
of their services. Further, these programs
communicate their metrics to customer
management as evidence of the impor-
tance of embedded information services.
To ensure success, managers must focus
on evaluating their embedded services
and sharing the results with their own
superiors as well as their counterparts in
the customer organization. 
Another practice of successful pro-
grams is to engage customer manage-
ment in activities such as integrating
the embedded librarian into the group
and providing input into the librarian’s
performance review. We see these activi-
ties as tangible signs of management’s
buy-in to the embedded service. In fact,
communicating the value of the service
to customer management and soliciting
help and feedback should constitute a
set of intertwined, mutually reinforcing
management functions. 
Support the embedded librarian’s work.
Our final recommendation requires almost
as great a shift in management approach
as the preceding one: We believe that the
manager must lead the promotion and
evaluation of embedded services and
not leave them to individual embedded
staff members. The manager must also
help embedded staff manage their work-
load. An effective strategy is to support
“reach back” by embedded staff to non-
embedded staff for assistance. Another
strategy is to form staff teams, each with
its own embedded information provider
as the lead and other staff members who
provide backup and support. 
A related management challenge is to
maintain collaboration and communica-
tion among embedded information pro-
viders. As ties to customers strengthen,
ties to other information professionals
can weaken. The energetic and creative
manager can—and must—find ways to
retain the collegiality that is the hallmark
of library and information culture. 
More Exploration Needed 
In conducting this research, we saw that
resourceful and energetic information
professionals are employing the embed-
ded services model successfully in orga-
nizations of many different types. We
saw that they share certain characteris-
tics, which we believe have contributed
to their success. 
We also came to realize how much
we do not know or understand, and how
much remains to be done in exploring
this topic. We hope that others will add
their stories and insights, and we look
forward to learning from them. SLA 
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Overcoming the Curse of Knowledge:
Communicating
the Library’s Value 
INFORMATION PROFESSIONALS RECOGNIZE THE VALUE THEY CREATE FOR 
ORGANIZATIONS, BUT THEY MUST COMMUNICATE THAT VALUE SO OTHERS 
UNDERSTAND IT AS WELL. 
BY CYNTHIA EASTMAN, MLIS 
A fter 20-plus years of work-ing as an information pro-fessional, I am still sur-prised when I encounter
people who have no idea that corpora-
tions and government agencies have
libraries and librarians. They look at
me quizzically and ask, “So, what do
you do?” I look at them quizzically and
reply, “So, where have you been?” 
According to Chip and Dan Heath
(2006), I have the curse of knowl-
edge—once we know something, we
have a hard time imagining what it
was like not knowing it. The knowledge
“curses” us, and the curse hampers us
from communicating with those who
don’t have the same knowledge. 
For example, my fellow information
professionals and I know what we do
and the value we create for our organi-
zations, but because we have forgotten
what it was like not to know, we have
difficulty communicating our value to
others. SLA’s Alignment Project also
has shown us that those who don’t
recognize that value use a different
framework than we do to define what
is valuable to them. 
We need to overcome that curse so
that we can effectively communicate
our value to our organizations. In my
case, the situation was rather urgent— 
my boss had accepted another posi-
tion within our firm (Kennedy/Jenks),
making it very likely that I would be
CYNTHIA EASTMAN is corporate librarian for Kennedy/Jenks 
Consultants, an environmental engineering firm in San Francisco. She 
just completed a three-year term as chair of the SLA Environment and 
Resource Management Division. 
reporting to someone new. I wanted to
be ready to discuss the library’s role
within the company in a way that would
resonate with a new manager. 
Identifying Core Competencies 
After reviewing the Alignment
Project research findings and relat-
ed materials, I decided to translate
the concepts identified by the proj-
ect into concrete statements about
my library’s role in the company.
I reviewed SLA’s Competencies for
Information Professionals of the 21st
Century, which is full of good exam-
ples of moving from the conceptual to
the concrete. 
While reading Competencies, I was 
struck by how often it mentions using 
skills that are applicable to our own 
alignment initiatives. Following are some 
examples of this: 
 Competency B.2: Builds a dynamic
collection of information resources 
based on a deep understanding of
clients’ information needs and their
learning, work and/or other processes. 























































I wanted to be ready to discuss the 
library’s role within the company in a way 
that would resonate with a new manager. 
 Competency C.1: Develops and
maintains a portfolio of cost-effec-
tive, client-valued information servic-
es that are aligned with the strategic
directions of the organization and
client groups. 
 Competency C.2: Conducts market
research … to identify concepts for
new or enhanced information solu-
tions for [client] groups. Transforms
these concepts into customized
information products and services. 
The common themes in these exam-
ples are (1) understanding clients’
needs, values and thought processes
and (2) aligning services accordingly.
Just as you must understand your
clients’ information needs and work
processes, you must understand their
value frameworks. You should be able
to work within these frameworks, pro-
viding clients with tailored language
that promotes your own value. 
Incorporating Core Values 
Another resource I found helpful for
developing the value statements for
my library was my firm’s strategic plan.
The plan lists the company’s values,
which form the acronym RESPECT:
responsibility, excellence, service, peo-
ple, ethics and integrity, client relation-
ships, and teamwork. 
One of the goals of the strategic
plan is to “ensure that all employees
understand and actively model the
core values of the firm.” Tying my
library value statements to the words
and phrases listed in the strategic
plan demonstrated that I understood
the firm’s core values and was serious
about modeling them. 
In addition to these values, Kennedy/ 
Jenks holds quality, defined as meeting 
customer needs, as its primary goal in 
client service. This goal is reflected in 
my supervisor’s title—director of quality 
(previously it had been chief techni-
cal officer). We also have a Quality 
Improvement Team that looks for ways 
to improve internal processes. Given the 
firm’s emphasis on quality, I wanted my 
value statements to reflect that goal. 
Writing Value Statements 
The final resource I used in this exercise 
is from Mary Ellen Bates’ blog, Librarian 
of Fortune. In an August 2009 entry, 
she listed replies to her challenge to 
“describe what you do in three words.” 
My favorites were the following: 
 Making clients smarter; 
 Strategic information solutions; and 
 Enable knowledge flow. 
You’ll see some of this language in
the four concept statements I devel-
oped to communicate the library’s
value. The italicized terms were taken
from Kennedy/Jenks’ values. 
1.Supports overall quality goals through
strategic information solutions; 
2.Supports excellence in project teams
by providing customized informa-
tion and resources in a timely, con-
venient manner, saving them time
and budget;
3. Supports K/J’s teamwork and enables
knowledge flow through centralized
management and deployment of
resource content; and 
4.Supports ethics, integrity and good
decision-making through timely pro-
vision of up-to-date industry codes
and standards. 
To support these concept state-
ments, I identified examples of concrete
actions and services. For instance, our
Web-based catalog is a strategic infor-
mation solution. It enables knowledge
flow by providing convenient desk-
top access to information about our
resources, including the centralized
collection of client reports. 
Reviewing the statements regularly 
will keep them fresh while providing 
opportunities to update them with new 
examples. I also asked a mentor to 
review and comment on the statements 
and was asked if my process could be 
used in our next company management 
orientation training. With that endorse-
ment, I am confident I can convey to a 
new manager the library’s role in and 
importance to the firm. SLA 
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10 Questions:
Kevin Adams 
IN A SMALL COUNTRY WITH FEW SPECIAL LIBRARIANS, KEVIN ADAMS HAS 
FOUND THAT MEMBERSHIP IN SLA PROVIDES HIM WITH A WORLD OF FRIENDS, 
COLLEAGUES, AND SOURCES OF INFORMATION. 
BY FORREST GLENN SPENCER 
T he Institute of Environmental Science and Research(ESR) is New Zealand’sleading provider of scien-
tific services in environmental health 
and law enforcement. It serves mainly 
the public and private sectors in New 
Zealand, but also works as an interna-
tional partner to other organizations. 
The ESR operates four centers
in New Zealand, with a staff of
more than 400. Among them is SLA
member Kevin Adams, an infor-
mation specialist based out of the
Christchurch Science Centre. 
Information Outlook talked to Kevin
in July 2009, as global concerns
about the H1N1 (swine flu) virus
were heating up. 
Q: Tell us about your work as an 
information specialist with the ESR, and 
describe the center and its function. 
Until 1992, science in New Zealand 
was administered primarily by one large 
government agency, the Department of 
Scientific and Industrial Research. The 
government decided it didn’t want to 
fund science the same way, so it split 
the department up into crown research 
institutes, as they are called. These are 
quasi-governmental organizations— 
they are owned by the government, but 
run like a company. 
The Institute of Environmental
Science and Research looks after
the health and environment of New 
Zealand. We’re working heavily at pres-
ent on the swine flu issue, for example. 
We provide services in the areas of 
food microbiology and chemistry, water 
microbiology and chemistry, public
health, and environmental health. We 
also provide the forensic science ser-
vices for New Zealand. As you can see, 
our institute has a broad interpretation 
of environmental issues. 
I’m the information specialist for the 
institute’s Christchurch site; my focus 
is mainly in the areas of food and water. 
The library here is quite small and 
consists mainly of the journal collection 
and our internal reports. I’m respon-
sible for cataloging new material— 
entering serials into our library system. 
I conduct literature searches for staff, 
FORREST GLENN SPENCER is an independent information
professional based in Baltimore. He can be reached at 
fgspencer@gmail.com. 
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I look at SLA as a large database that
I am a part of, where you have a large
body of experts to tap into. 
monitor many subjects that are impor-
tant to the staff, and do everything else 
in between, such as revising articles 
and tracking down reports. I’m a jack 
of all trades, which is what being a solo 
librarian is all about. 
We have two other science librar-
ies as part of the institute—one in 
Wellington and the other in Auckland. 
My colleagues at those sites and I do 
a lot of work for one another. I have a 
university right next door (which is very 
handy), so I can easily obtain materials 
for the staff and my other colleagues. 
We try to balance the workload, farming 
it out to each other. 
I usually arrive between 7:00 and
8:00 a.m. This enables me to do my
press scanning, whether it be surf-
ing the Internet or browsing the local
paper. I have a set of subjects in my
mind that staff members are inter-
ested in. I then check the e-mail for
articles that I have ordered from over-
seas and also check the news alerts I
have set up. I also see if there are any
questions from the groups I belong to
that I can answer, and I have a num-
ber of RSS feeds set up on topics that
are relevant to staff. 
Once the e-mail is cleared and any
messages that need my attention have
been printed, I open the mail that has
arrived. If it contains a new issue of
a serial or an inter-loan publication
that has arrived or a book that has
been purchased, I enter it into the
catalog. During the day, staff come
to me asking questions or giving me
requests they would like me to fill for
them. I also spend some time at the
university library next door, obtaining
articles for staff. 
Q: Across the globe, we have become 
more environmentally aware. What’s 
the role of an information specialist in 
this area—to anticipate demands for 
information, or to respond to them? 
I think to some extent we’re a little
bit reactive. While we‘re an environ-
mental organization and play a grow-
ing role in this issue, such as in water
quality, my role is information provi-
sion. I am not proactive. 
We’re becoming adjusted to the
calls and shifts towards sustainabil-
ity, exploring ways to work better. For
example, we’re looking at such things
as carbon footprinting: How much
does it cost to import and export food,
and what do the fuel and energy for
transport cost? We’ve also been looking
at issues such as recycled water and
its use as drinking water. In Australia,
more so than New Zealand, they are
looking at issues of graywater as a
source of drinking water. 
I’m involved in these issues, but it’s
a reactive job, working with scientists
and researchers. Some work practices
have changed, such as using dou-
ble-sided printing, recycling paper,
cardboard, and glass, and practicing
onsite composting. 
Q: How has the recent global economic 
downturn affected your work? 
We are beginning to feel the impact 
of these economic conditions; however, 
it hasn’t hit us badly yet. The one area 
where it has begun to have a real effect 
is in the area of serials. With rising costs 
and tightening budgets, we have to look 
at ways to cut our serials budget. 
Q: I understand you are the International 
Relations Officer for SLA’s Environment 
and Resource Management Division. 
Tell us about your role and about the 
division, its members and its goals. 
As its name implies, the division is 
made up of environmental librarians, 
and it covers a wide range of subjects. 
SLA has been working to become more 
international for a number of years, 
and this division, as with others, has a 
number of members from outside the 
United States. SLA has encouraged its 
divisions to reach out and try to make 
contact with these members to show 
them how the divisions can help people 
in other countries who are part of SLA. 
For example, last year the Asian
Chapter held a conference in India, I 
believe, and they asked the divisions 
if they could contribute by providing 
a scholarship for others to attend. It’s 
those sorts of initiatives and programs 
that make the international members 
feel they’re part of SLA. It’s important to 
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forge those links and to close those dis-
tances in our organization. My role and 
that of the other international relations 
officers is to make the connections with 
these non-U.S. members. 
Q: Describe your own professional 
development as a special librarian. 
I’ve been in the profession for 20 
years. I went to the university here in 
Christchurch, which is right next door 
to where I work. I have a master’s in 
history. New Zealand had a library
school, though now it’s part of the 
School of Information and Management 
in Wellington. There I took a one-year 
diploma in librarianship, which has
recently been changed to a master’s of 
information studies. 
After graduation from the diploma, 
I headed to London for four years, 
where I worked in a number of different 
special libraries. I came back to New 
Zealand and worked in our national 
library as a business information con-
sultant for about a year and a half, then 
moved to Christchurch. I have been in 
this position at the institute ever since. 
Q: How did you become affiliated 
with SLA? 
I’ve been a member for 13 years. 
I was working in London when I first 
heard about SLA. While I was work-
ing for a temping agency called TFPL, 
Nigel Oxbow—who was a director and 
affiliated with SLA Europe—gave me 
some information about SLA and how to 
join. At the time I didn’t follow through, 
but once I returned to New Zealand I 
became a member and attended my 
first conference in Boston in 1996. 
Q: You have been very active in SLA 
through various chapters and divisions. 
Describe the benefits of meeting people 
and exchanging ideas and experiences. 
If you have an example, please share it. 
Being a member has been of great 
benefit to me. One of the main reasons 
is because I’ve gained access to a large 
body of people who work in the same 
areas as I do. I look at SLA as a large 
database that I am a part of, where you 
have a large body of experts to tap into. 
Some of the divisions I belong to are 
more active than others, the solo divi-
sion being one of the most active. 
Of course, there is the SLA Annual 
Conference, where you can put a face 
to a name. It has been such a great 
networking benefit to me, to attend a 
conference where you have speakers 
of the caliber that SLA provides. I’ve 
made many friends and contacts at the 
annual conference. They’re valuable 
because I can e-mail them directly with 
a question or ask for help. 
To me, the divisions have been the
most invaluable part of networking.
Because there are so many special-
ized divisions that cover my interests,
I can compartmentalize and look for
the answers I want. I can either get
exactly what I need quickly or be
pointed in directions where I can
obtain the information (which is half
the battle sometimes).
Q: To which other professional 
associations do you belong? 
We have an official organization in 
New Zealand called LIANZA (Library & 
Information Association New Zealand 
Staff requests for information about using recycled water as drinking water and reducing carbon foot-
prints keep Kevin Adams busy at the Institute of Environmental Science and Research. 
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Aotearoa). I have been a member of it 
ever since I became a librarian. Within 
LIANZA there’s a special interest group 
called Special Libraries and Information 
Services—it’s like a division, similar to 
those in SLA. This interest group is for 
people like me. 
Q: What are some of your major 
challenges as a special librarian in 
New Zealand? 
We certainly have the same issues 
as other countries, especially that of 
replacing experienced staff. For exam-
ple, looking at the Wellington-based 
crown research institute, there are
some librarians who are due to retire 
shortly who have been there for a num-
ber of years. Replacing the loss of their 
collective knowledge is something that 
will be hard to accomplish. 
Christchurch, too, has a small number
of special librarians, and the librarians
tend to stay in their positions for a long
time. I’ve been here for 13 years, and
there are some of my colleagues who
have been in their positions longer. My
parents and friends are here, and I enjoy
my job. So there is a similar problem to




























We certainly have the same issues as other 
countries, especially that of replacing 
experienced staff. 
that in Wellington—you have librarians
with a great deal of knowledge, and
replacing them will be difficult. 
The looming issue for us all is, of 
course, the funding challenge that a 
shrinking economy brings. We have a 
number of government departments
as clients, and as the pressure falls on 
them from the central government, so 
we are being pressured. At the end of 
the chain are the libraries. 
Q: What comes next for you in your 
professional development? What areas 
of the profession are you most 
interested in learning more about? 
There’s always more to learn about 
the job you’re in. I know it’s a cliché, 
but it’s true. There are always newer 
sources of information, and as ESR 
moves into new areas, this becomes a 
challenge to support the staff with the 
resources that they need to undertake 
research in these areas. 
As library staff, we have taken on the 
role of records management in recent 
years. That’s an area that’s going to 
grow and become more important to 
know about because of new legislation 
called the Public Records Act. We will 
be audited, and we need to be ready. 
Also, I am also interested in how the
new methods of providing information,
especially the social networking sites,
are going to affect the way we interact
with staff, especially the newer employ-
ees for whom this way of communicat-
ing and finding information is second
nature. The issue is also relevant to SLA.
I am involved with a committee in the
Government Division that is looking at
how we provide information to members
through these social networking sites. 
Traditional ways of providing infor-
mation are still useful, but they are
not going to be the way we cater to
the new scientists who come into the
organization. These people will be
used to mobile technology and social
networking sites. We have to move
with the times and adapt our profes-
sion to provide information to those
who are more technologically and
information savvy. SLA 
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AN APPROACH THAT ENGAGES STAKEHOLDERS AND ENCOURAGES THEM TO SHARE THEIR 
EXPERIENCES AND SUGGEST IMPROVEMENTS CAN COMPLEMENT TRADITIONAL EVALUATION 
METHODS AND PROVIDE A CLEARER INDICATION OF A LIBRARY’S OVERALL IMPACT. 
BY NERIDA HART AND MARK SCHENK 
In 2005, amid a turnover in lead-ership and the development of new strategic directions, rumors began circulating that Australia’s 
Department of Families, Community
Services and Indigenous Affairs (FaCSIA) 
was going to undergo a review to iden-
tify operating inefficiencies. Previous 
experience with such reviews suggest-
ed that the department’s Knowledge 
& Information Services (K&IS) Section 
would likely be one of the first areas 
evaluated, as library and research ser-
vices are often viewed as costs rather 
than assets. 
The K&IS Section had invested more 
than eight years of effort in transforming 
the library into a more service-oriented 
function. The focus of the transfor-
mation was on identifying and meet-
ing the information, knowledge and
research requirements of clients and 
demonstrating the value of librarians 
as knowledge brokers. Client and staff 
satisfaction levels had skyrocketed dur-
ing this period. 
Now, the work of eight years might 
be undone by the stroke of an auditor’s 
pen. Rather than wait for an external 
review to be imposed, the K&IS man-
agement team decided to evaluate the 
section’s services to identify the value 
and benefits they provide. 
This article describes the combina-
tion of methods used to conduct the 
evaluation and looks specifically at the 
narrative-based method, as it represents 
an innovative approach. The authors 
wish to emphasize that narrative-based 
approaches complement traditional
evaluation approaches—they do not
replace them. 
Developing a Strategy 
The K&IS Section provided library, infor-
mation, knowledge and research ser-
vices to FaCSIA and three other related 
government departments. The K&IS
leadership team was concerned that 
traditional evaluation methods focusing 
on usage data and customer opinion 
would be of limited use in convincing 
the department’s management to con-
NERIDA HART (left) is owner of HartKnowledge Consulting, which specializes in empowering organiza-
tions to better manage their information and knowledge. She can be reached at nerida.hart@gmail.com. 
MARK SCHENK (right) is managing director of Anecdote Pty Ltd., which helps organizations bring
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tinue investing in library, information 
and knowledge services at their existing 
levels. Previous exposure to complexity 
concepts convinced the team that while 
their data could reveal inputs and out-
puts, alternative methods were required 
to get a clear indication of the overall 
impact of K&IS services. 
Figure 1, known as the Cynefin
framework, provides a useful model 
for describing how complexity think-
ing affects organizations (Snowden and 
Boone 2007) and how such thinking 
relates to evaluation. In a nutshell,
many problems have aspects of each 
domain, and each domain requires a 
different approach. 
The simple and complicated domains 
are said to be “ordered” views of the 
world. These domains help us under-
stand inputs and outputs and provide 
answers to questions such as these: 
 How much did it cost? 
 How long did it take? 
 How many stakeholders are affected? 
 How satisfied are the stakeholders? 
Contrasting with the ordered perspec-
tive is the “un-ordered” view, where 
there is no single correct answer and 
meaning emerges through the interac-
tion of many entities. In the complex 
and chaos domains, control is an illu-
sion, facts don’t tell the full story, and 
different methods are required to make 
sense of events and circumstances. 
This is where narrative approaches
come to the fore. 
The K&IS leadership team had seen 
how a narrative-based approach, used 
in conjunction with more traditional
methods, provides an excellent vehicle 
for qualitative evaluation. They realized 
a narrative-based approach could be 
used to shed more light on the value of 
services provided to client agencies. 
Ultimately, the leadership team
designed an evaluation strategy that 
would provide evidence not only of the 
extent of usage of library and research 
services but also of the library’s con-
tribution to the overall productivity of 
client agencies. To meet these goals, 
three approaches were selected: 
Quantitative analysis. Data were col-
lected on a range of key inputs and
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Figure 1: The Cynefin framework divides the space in which people and organizations make deci-
sions into four “domains.” The simple and complicated spaces are domains of order, whereas the 
complex and chaotic spaces are domains of “un-order.” In each domain, C represents complexity 
and E represents evaluation. 
outputs, such as the number of research
requests, the number and type of requests
made by each agency, the amount of
time needed to fulfill requests, and the
costs to use research databases. 
Survey instrument. A survey was con-
ducted to collect traditional qualitative 
information and additional data. From 
the outset, the leadership team recog-
nized that a survey would have some 
key limitations—for example, respon-
dents tend to answer questions based 
on what they think survey administra-
tors want to hear. 
Narrative evaluation. By including a 
narrative component in the evalua-
tion, the leadership team hoped to 
obtain richer insights into the impact of 
the K&IS Section’s research services. 
Specifically, a narrative approach can 
reveal unexpected benefits and also 
help create new knowledge through 
the sense-making process. It also can 
provide new insights into potential
improvements and probe deeper into 
issues that emerge. 
Guiding the Narrative Process 
The K&IS leadership team was largely
familiar with incorporating narrative tech-
niques into an evaluation, as they had
used this approach previously to assess
a library IT system. They decided, how-
ever, to seek outside assistance to pro-
vide guidance in areas where staff were
less knowledgeable and bring an inde-
pendent perspective to the evaluation
process. The latter purpose was consid-
ered critical to preventing the evaluation
from being dismissed as biased. 
Anecdote Pty Ltd., the firm that had 
provided the guidance and methodol-
ogy for the previous evaluation, was 
engaged to support the K&IS assess-
ment. Anecdote’s role was to provide 
the appropriate technical support, guide 
K&IS through the sense-making and 
intervention design phases, and trans-
fer the capability to use narrative-based 
approaches to the K&IS team. 
The narrative process used by Anecdote
consisted of the following components: 
Preparation. The preparation phase 

























Traditional evaluation methods focusing on usage data and
customer opinion would be of limited use in convincing
management to continue investing in library, information
and knowledge services. 
the narrative evaluation—the themes 
to be explored, the level of stakeholder 
involvement, and the logistical aspects 
of the process (such as scheduling peo-
ple and venues). In determining themes 
to be explored, a key consideration is to 
maintain focus. The following themes 
were identified: 
 Clients’ information-seeking behavior; 
 Impact of services and products 
(i.e., how the research service
made a difference to clients in their 
daily work); 
 Accuracy and authenticity (how well
clients’ needs were satisfied); and 
 Clients’ experiences with research
staff. 
Collection. The next step in the pro-
cess is to engage with stakeholders to 
collect examples (anecdotes) of their 
experiences related to the themes.
Although examples can be collected 
in several ways, Anecdote and K&IS 
decided to use a methodology known 
as “anecdote circles.” An anecdote
circle is like a focus group, except 
that participants are encouraged to
relate examples and relevant events 
rather than their opinions. (Anecdote 
published a guidebook in 2006 that is 
a useful reference for those wishing to 
know more about the technique.) 
Four anecdote circles were con-
ducted, including one regional session 
in Melbourne. The first session was 
conducted with psychologists only, as 
they represented an important client 
group and strongly supported the use 
of narrative. In total, 28 stakeholders 
participated in the discovery phase. The 
anecdote circles were recorded and 
transcribed, and a total of 70 anecdotes 
were extracted. 
Sense making. The sense-making
component of narrative projects is
designed to explore the patterns and 
perspectives revealed in the collected 
narratives and in the experiences of 
those participating in the sense-mak-
ing workshop. Sense making provides 
participants and stakeholders with a 
shared understanding of the current 
situation, reveals hidden patterns, and 
nurtures a common understanding of 
what is required to address an issue. In 
the words of Karl Weick (2008), “Sense 
making involves turning circumstances 
into a situation that is comprehended 
explicitly in words and that serves as a 
springboard into action.” 
Sense-making and action planning 
(intervention design) activities were
combined into a single-day workshop 
with 15 participants. Participants were 
“immersed” in the anecdotes to explore 
what they had revealed, after which 
Figure 2: The narrative process used by Anecdote Pty Ltd. consists of five components, ranging from 
establishing the parameters of the evaluation to assessing its impact. 
they clustered the results to identi-
fy themes. Through this activity, they 
identified numerous “patterns” around 
processes, behaviors and perspectives 
that were then used in the action plan-
ning stage of the evaluation. 
Action planning. During the action 
planning phase, participants were asked
(based on the results of the sense-mak-
ing process and their own experience)
what could be done to improve the qual-
ity and effectiveness of K&IS research
services. They were encouraged to focus
on finding small actions that could be
easily implemented and just as eas-
ily discarded. They were encouraged to
think in terms of experiments (i.e., things
that should be attempted even though
they might not work). 



















Understanding the Results 
The evaluation produced several nota-
ble quantitative results, including the
following: 
 Library and research service usage 
had increased significantly over time, 
including one year during which the 
number of transactions doubled; 
 Unplanned leave (i.e., sick leave, 
career leave, etc.) among K&IS staff 
was 27 percent below the average in 
the Australian Public Service; 
 K&IS staff turnover was much lower 
than the departmental average; and 
 Clients saved between one and four
hours each time they used the service. 
The narrative process confirmed high 
levels of client satisfaction, good cus-
tomer service, substantial time sav-
ings for clients, and confidence in the 
K&IS Section’s ability to deliver. It also 
provided unexpected insights into the 
benefits experienced by clients and 
identified some very practical actions 
that could be taken to further improve 
the quality of service. Importantly, it 
revealed shortfalls in service that did 
not appear in the answers given in the 
traditional survey. 
For example, K&IS staff learned that 
clients were reluctant to promote the 
library service to others in the organiza-
tion because they have a strong self-
interest in preventing the service from 
being overused and thus becoming
less responsive to their requests. This 
insight was contrary to longstanding 
assumptions that providing excellent 
service would expand the client base 
through word-of-mouth referrals. This 
led to a major rethinking of the library’s 
marketing strategy. 
The narrative process also revealed 
that clients used the research service as 
a vehicle for combating their personal 
challenges with information overload. 
In other words, they used the research 
service to filter information about key 
topics of interest. Many clients indicat-
ed that they considered their research 
request to be a burden to the library 
service; in some cases, they did not ask 
for additional research when the origi-
nal response fell short of the mark. 
An anecdote circle is like a focus group,
except that participants are encouraged
to relate examples and relevant events
rather than their opinions. 
The sense-making process revealed 
that the library staff needed to change 
their paradigm from “they will ask us if 
they want more” to “we need to be abso-
lutely sure they got what they wanted.” 
In response, the staff adopted a simple 
measure—calling clients one week after 
answering a research request to see if 
additional assistance was needed. After 
only a few weeks, it was apparent that 
this process was generating many fol-
low-up requests and helping the library 
staff explore clients’ needs much more 
fully. This is a good example of how 
small interventions can make a big dif-
ference in complex situations. 
The narrative techniques also bene-
fited the stakeholders who participated. 
In this case, participants in the sense-
making workshop realized that their 
dominant paradigm was “I know what I 
want and just need to tell the research 
staff.” Participants agreed that they 
should adopt a different perspective— 
that “these folk can help clarify and 
explore what I am looking for.” 
Gleaning New Knowledge 
The information and knowledge gained 
from using these narrative techniques 
could never have been revealed through 
a traditional survey instrument. These 
techniques also provided the K&IS
team members with the elements of a 
solid plan for continuous improvement, 
including both major and minor actions 
that were all achievable within the sec-
tion’s budget. 
The narrative component was a col-
lective activity: staff participated in the 
sense-making activity and the design of 
interventions. This involvement ensured 
that staff understood the full context of 
the narrative process and were resolved 
to take the necessary action. The imple-
mentation of follow-up actions was
much more successful as a result. 
While the evaluation did not prevent
some budget cuts from being made, it
did demonstrate the substantial value
delivered by K&IS services. The evi-
dence of this value demonstrated that
wholesale changes were not justified and
that the research service should contin-
ues in substantially its same form. SLA 
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Informahealthcare.com now brings together more 
than 170 journals from informapharmascience.com and 
InformaWorld on one united platform.The new platform 
simplifies the customer experience by bringing together 
quality research for end users and superior reporting to help 
track usage.The platform offers a complete archival package 
including nearly 2.6 million pages of content dating back to 1918. 














     
EXPLORE VIRTUAL WORLDS WITH SLA 
SLA Virtual Worlds Advisory Council 
Get involved, participate, communicate  
and learn in a whole new way! 
COUNCIL’S CHARTER: 
• Recommending short and long-term direction for 
SLA’s presence in virtual worlds. 
• Overseeing SLA’s presence in virtual worlds. 
• Interfacing with SLA units and committees to 
consolidate efforts and develop opportunities for 




















Openness and the 
Library Experience 
Success as an embedded librarian requires being open 
to developing relationships and working side by side with 
people who use your services. 
BY STEPHEN ABRAM, MLS 
To be successful as embedded librar-
ians, information professionals must be 
open-minded and open to new experi-
ences. But what do we mean by open? 
I discovered this list of “open” termi-
nology at Seth Godin’s blog: 
• Open source: a program whose
source code is made available for 
use or modification as users or other 
developers see fit. If a car goes open 
source, others are permitted to copy 
the engine and body design, improve 
it, put their improvements back into 
the pool, and share some more. 
• Open infrastructure: you build the 
pipes and allow people to rent them 
to build their own systems. Amazon’s 
cloud is an example of this. 
• Open architecture: a system (hard-
ware or software) that allows people 
to learn how it works and then build 
things to plug in to extend it. The 
IBM personal computer had an open 
architecture, which meant that peo-
ple could build sound cards or other 
devices to plug into it without asking 
IBM’s permission. 
• Open standards: relying on rules that 
are widely used, based on consensus, 
and published and maintained by 
recognized industry standards orga-
nizations. It means that you’re not 
in charge—the standards guys are. 
Bluetooth is an example of attempt-
ing this, as is USB. 
• Open access: application program-
ming interfaces (APIs) that make
it easy for people to get at the data 
on your platform (Twitter is a great 
example of this, as is Google maps). 
• Open video: the combination of a 
p2p platform, open standards, free to 
share and open canvas. 
• Open canvas: when your platform
permits users to express them-
selves (Wordpress and Squidoo
come to mind). 
• Open forum: allows users to com-
ment, rate and rank. Digg and Zagat’s 
are examples of this. We could prob-
ably divide these into approaches 
that are more social (Chowhound) 
and those that are less so (Yelp). 
• Open borders: your data are portable 
and you can walk out with them at 
any time. Amazon has closed borders 
(your history stays there), but OPML 
is open borders for RSS. 
• Open sauce: a company talks about 
its business methods publicly to build 
a brand. Fred Wilson talking about 
how he invests and a blogger with 
multiple drunken driving arrests talk-
ing about how to beat a breathalyzer 
test are examples of this. 
• Open identity: a protocol for carrying 
your identity from site to site, at your 
discretion. 
• Open interaction: when previously
private conversations (like those
involving customer support) are
handled in public through Twitter or
some other medium. 
So, is being an embedded librarian 
right for you? Are you open to new and 
different experiences? Are you open-
minded, or do you think there is a “right 
way” to practice librarianship? Do you 
enjoy fewer limits? Are you OK with a 
less secure environment? 
Open Systems in Libraries 
On a personal basis, I have had many 
conversations with embedded librar-
ians who report that their experience, in 
addition to helping them grow profes-
sionally, has also been enjoyable, satis-
fying and exciting. They also note that it 
can be uncomfortable, ambiguous and, 
sometimes, less than secure, but with 
more upside potential for their career 
and compensation. 
To me, embedded librarianship
means that you’re not only aligned
(there’s that word again!) with your
organization’s primary mission, goals
and mandate—you’re also a critical
link in the organization. Your rela-
tionships are not just lines on the
organization chart, but personal and
professional bonds in the social net-
work of the decision-making structure.
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Sign up for a course today.
INFO TECH 
The people who matter know you and
understand your value, and you have
relationships with them that transcend
the roles and responsibilities outlined
in your job description. 
You create these relationships
through the experiences you have.
Some of those experiences involve
the traditional skills of librarianship— 
organizing, researching, and answer-
ing questions. Some are more trans-
formational in nature, with good work
and good service evolving into a deep
business relationship. The difference
is in the balance between reactive
and proactive behaviors. The balance
changes from one where you mostly
“do” to one where your involvement in
meetings and relationships causes you
to have insights and ideas that can be
carried forward. It is simultaneously an
exciting and threatening opportunity. 
As librarianship evolves, we will see 
an even greater emergence of librar-
ians who practice independently from 
libraries, collections, and other librar-
ians. This will occur more quickly in 
communities like those in which SLA 
members work. As more content goes 
online, the gatekeeper role of librar-
ians will decline in importance and 
be superseded by shoulder-to-shoulder 
work with key users and management 
and by the introduction of products and 
services that enhance the strategic use 
of knowledge within the environment. 
Let’s all be open to the opportunities 
that are knocking. We might even open 
the door before we hear the knock and 




Three Great Certifcate Programs for
Information Professionals. 
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Advances in self-publishing technologies are creating 
new opportunities—and new challenges—for information 
professionals and their employers. 
BY LESLEY ELLEN HARRIS 
As opportunities for electronic self-
publishing continue to increase, many 
authors, organizations and libraries are 
now becoming publishers as well. With 
this new role come new business and 
legal responsibilities. E-book publish-
ers, for example, must be aware of 
copyright issues relating to such things 
as cover artwork, tables, maps and 
charts, and excerpts from other works. 
It is important to consider the follow-
ing copyright issues before deciding to 
publish a book in electronic format. 
Artwork. Selecting the artwork you will
use on the cover of your e-book will
depend on various factors. One factor may
be your budget—for example, whether
you have enough money to commission
specific artwork or purchase pre-existing
artwork. In either case, you will have to
determine whether you can afford and
are able to negotiate an exclusive license
to use that artwork. If these options are
not available to you, consider obtaining
non-exclusive use of the artwork. 
You might also ask a fellow employee
who performs such duties as part of his
or her job to create artwork for you or
take a photograph. Works created as
part of one’s job duties belong to one’s
employer, meaning you don’t need to
obtain permission to use such works.
Note that this rule applies only to artwork
created and photographs taken if these
actions constitute one’s official duties.
If they do not, you will need permission
from the employee. 
Tables, maps and charts. If you are 
including any tables, maps or charts in 
your e-book, you will need to determine 
their copyright status. Are these works 
in the public domain, or can you find 
a public domain alternative to them? 
In the United States, many government 
tables, maps and charts are in the pub-
lic domain; however, the U.S. govern-
ment may acquire and own a copyright-
protected work if the work was prepared 
by a non-government employee. 
Excerpts. Excerpts from other books
and articles need to be assessed with an
eye toward determining fair use. Each
case is considered on its own merits,
and the four fair use factors must be
reviewed and applied to each excerpt. 
Two situations in which you might 
want to double-check copyright status 
are (1) using excerpts from your own 
writing and (2) using excerpts from 
another employee’s writing. Was the 
original document created as part of 
one’s employment duties? If not, the 
individual author may own the work; if 
so, the employer likely owns the copy-
right, and permission is not necessary 
to reproduce the work. Also, has the 
work in question been published previ-
ously? If so, was the copyright assigned 
to the publisher, or does it remain with 
the original author/owner? 
If you are including any public domain 
works in your e-book, make sure these 
works are in fact in the public domain. 
Go to the original public domain source, 
as any adaptation of a public domain 
work may have a new copyright. 
Writing a Copyright Notice 
Once you create your e-book and are 
ready to publish it, you will need to 
consider the wording of the copyright 
notice/warning to include on your work. 
Perhaps your readers will need to agree 
to a Web wrap license (or another form 
of license) prior to accessing the book. 
Alternatively, you may want to “lock” 
the e-book and ensure that only autho-
rized persons can access, reproduce or 
forward copies of your work. 
You should also consider register-
ing your work with the U.S. Copyright
Office. Even though registration is not
mandatory, it will provide you with cer-
tain advantages should you ever have to
enforce your rights. 
These are some of the many issues an
e-publisher must take into account (other
issues include book design, layout, mar-
keting, and distribution). If you are pub-
lishing an e-book, consider the copyright
and licensing issues in the initial planning
stages. These issues may guide your deci-
sions about the content of the book. SLA 
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and invest in your future! 
Information Outlook Online – access Information Outlook anytime, anywhere. The online 
version of SLA’s magazine has a new look and improved functionality. Check it out today. 
Click University™ offers most of its online content at no charge as an exclusive membership 
benefit. Included are twice-monthly Webinars and REPLAYS of recorded Webinars, SLA Online 
Libraries, access to execuBooks, recorded Annual Conference continuing education courses, 23 
Things, and the SLA Innovation Lab. 
Wikis, blogs, and discussion lists allow you to share information and advice with your colleagues. 
Explore and expand your networking opportunities. Get the latest information on everything from 
your chapter or division to the SLA Annual Conference. 
For more information and to view a full list of SLA member benefits, visit www.sla.org and click 





































Information professionals would do well to identify and take 
advantage of developing social and business trends so they 
can make the most of opportunities that arise. 
BY DEBBIE SCHACHTER, MLS, MBA 
With the dawning of a new year and, 
especially, a new decade, it is timely to 
gaze into a crystal ball and attempt to 
forecast coming trends that will affect 
information professionals. For example, 
Rosabeth Moss Kanter, writing in the 
November 2009 issue of the Harvard 
Business Review, speculated on what 
Peter Drucker might say about the 
business world today were he still alive. 
“In an ‘age of discontinuity,’ as Drucker 
called the current era, entrepreneurs 
could find significant opportunities to 
create or transform organizations if they 
were willing to get ahead of societal 
changes,” she wrote. 
Against this backdrop of “discontinu-
ity,” information professionals might do 
well to embrace and get out in front of 
the following trends that have devel-
oped recently: 
 Supportive supervising; 
 Doing less with less; 
 Changes in the meaning of “brand”; 
 Crowd sourcing and the “unwitting 
worker”; and 
 Looking to the past for answers. 
Supportive supervising. In tough
times, your staff members need more 
support than ever. You can demon-
strate your support by cheering on your 
staff rather than simply funneling pres-
sures toward them from above. 
At the University of Amsterdam,
Gerben A. van Kleef and others have
studied the performance of staff under
stressful conditions. Their conclusion
is that “cheerleaders will generate bet-
ter performance than despots… That’s
because mental fatigue and time pres-
sure during stressful periods make
team members more apt to simply
react to a leader’s mood than to think
carefully about his or her message”
(O’Connell 2009). 
This and similar findings suggest that
emotional intelligence will continue to
be an area of focus and interest in the
business literature. With the disruptions
that have occurred (and are still occur-
ring) in the business world, emotional
intelligence will gather support as more
evidence demonstrates its value in work-
force supervision and management. 
Doing less with less. It is clear that 
we are not going to see our budgets 
rebound in any great hurry—in fact, we 
may face more cuts in the short term. 
Contrary to the “doing more with less” 
mantra of past years, we need to be 
direct and proactive in our communi-
cations to our executives, our clients 
and our staff about what we can effec-
tively provide with current resources. By 
clearly acknowledging the limitations of 
our budgets, we can create an environ-
ment that seeks input from any source 
on how to work more effectively rather 
than just harder. 
Branding value and Twitter. As many 
information professionals know, brand-
ing plays an important role in creating 
an association with the quality and 
value of your services or products.
For consumers in all arenas (including 
the workplace), reputation is key, and 
information professionals can directly 
develop their credibility and reputation 
by being “tuned into” the reception of 
their brand. 
Social networking in the workplace,
for example, is an area that holds oppor-
tunity for developing brand awareness
with your clientele. Social networking,
particularly through Twitter, is expected
to continue to grow in importance for
brands and branding. Twitter is used
frequently as a resource to inquire about
products and services; tapping into this
trend, particularly to engage younger
employees, is an opportunity that infor-
mation professionals must embrace. 
Crowd sourcing and the “unwitting 
worker.” The power of the crowd is 
an emerging trend that has already 
shown some success. For example, 
the Guardian, a newspaper in England, 
used the power of individuals con-
nected to the Internet to help with an 
investigation of politicians’ misappro-
priation of funds. The Guardian needed 
to review thousands of papers docu-
menting personal expenses claimed by 
DEBBIE SCHACHTER is director of technology and collection management for the Vancouver Public Library in 
Vancouver, British Columbia, where she is responsible for library systems, technical services, and collection management 
for a 22-branch library system. She has experience in a variety of nonprofit and for-profit settings, including news, legal, 
and social services organizations. She is the past president of SLA’s Western Canada Chapter. To contact her, send an 
e-mail to debbie.schachter@vpl.ca. 
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members of Parliament, which would 
have consumed an inordinate amount 
of staff time. Instead, the newspaper 
took advantage of the interest of citizens 
to post the documents for review to 
uncover evidence of wrongdoing. 
A similar situation took place recently 
when National Public Radio made use of 
“citizen journalists” to identify lobbyists 
involved in the U.S. health care debate. 
NPR staff members were having trouble 
identifying some of the lobbyists, so they 
took a few panoramic photographs of 
lobbyists watching a committee hearing 
on health care legislation and asked 
their listeners to go online and help 
identify them (Findlay 2009). 
While the premise of crowd sourcing 
is based on individuals willingly provid-
ing work without pay, some organiza-
tions may, in the future, start expecting 
certain types of work to be done for free. 
Another type of crowd sourcing is the 
use of the “unwitting worker,” through 
which organizations harness the energy 
produced as a by-product of activities 
that people perform naturally, such 
as walking over plates that absorb the 
energy their motion creates. 
Whether this trend will have any real 
effect on employment is not yet clear, 
but more and more of these types of 
crowd sourcing activities are beginning 
to emerge. To be effective over the 
long run, activities drawing on crowd 
sourcing must be mutually beneficial 
to some degree. 
Looking to the past for answers. Even 
as we speculate about new technologies 
and the inevitable changes they bring 
about, there is also a tendency to look 
to past practices and learn from his-
tory. Many experts suggest that younger 
generations are not interested in looking 
to the past, but in times of crisis and 
turmoil, looking to the past (even the 
ancient past) becomes more popular. 
As the Harvard Business Review has 
done with Peter Drucker, many other 
sources are re-examining the economic 
cycles of the past 100 years to see what 
we can learn from history. There are 
lessons to be absorbed from the past, 







use information and knowledge gained 
by those who came before us. 
Speaking of leaders from the past, 
we should take note of another piece 
of Drucker’s wisdom—that ”the best 
way to predict the future is to invent it. 
Discontinuities provided gaps in soci-
ety that could be filled with creativ-
ity” (Kanter 2009). It is time for us to 
be creative and to re-create ourselves 
again within this new business para-
digm we face. Examining the many 
trends that will become evident this 
year should help us think creatively and 
see how opportunities can appear out of 
change and turmoil. SLA 
REFERENCES 
Findlay, S. 2009. Dirt Cheap Labour: How 
Businesses are Getting the Public to Work 
for Them for Free. Macleans, August 19. 
Kanter, R.M. 2009. What Would Peter Say: 
The Continuing Relevance of the Drucker 
Perspective. Harvard Business Review, 
(11): 66. 
O’Connell, A. 2009. Smile, Don’t Bark, in 
Tough Times. Harvard Business Review, 
(11): 27. 





If Search is Your Responsibility, 
Search No More 
Search Engine Land provides everything you need to 
know about search engines and their features, and its 
columns make it easy to stay current on specific topics. 
BY CAROLYN J. SOSNOWSKI, MLIS 
Search Engine Land 
searchengineland.com/ 
Most of us don’t spend too much time 
thinking about which search tool to 
use or exploring new features. Danny 
Sullivan does. He’s been in the search 
engine news arena for a long time, and 
he and his colleagues at Search Engine 
Land know what they’re talking about. 
You can subscribe to the Search Engine 
Land newsletter or one or more of the 
columns, which cover topics like social 
search, local search, video search,
books on search, and analytics. The 
archives make it easy to find content 
on a particular subject or tool. Some 
content is available only to members, 
and you may want to consider that level 
of access if your job includes search 
engine marketing responsibilities. 
Ozmo 
ozmo.com 
Librarians are careful to follow copyright 
guidelines when we share or reproduce 
content. But how do we ensure that 
we properly license the user-generated 
content that is ubiquitous these days? 
The Copyright Clearance Center has an 
answer—Ozmo, which helps content 
creators protect and earn money from 
their work and assists content users in 
using that work legally. Currently, Ozmo 
is focusing on licensing photographs, 
art, and written content such as blog 
posts and research. In the future, the 
content is expected to extend to film 
and video, iconography, and typogra-
phy. Users must create an account to 
license content (many licensing options 
are offered), but can search the data-
base of material freely. There isn’t too 
much content here yet, but there is cer-
tainly a lot of potential in this service. 
Smithsonian Institution: 
Collections Search Center 
collections.si.edu/search/ 
The Smithsonian Institution, a collec-
tion of museums and archives, has 
created a database containing 2 million 
records of resources that are part of 
the organization’s holdings. While some 
of the records provide only descrip-
tive information about materials, there 
are hundreds of thousands of images, 
transcripts, and links to Web sites with 
the full content. There are even audio 
and video files. Search by keyword, 
then narrow your results by medium, 
subject, culture, language, place, and/ 
or date. You can also browse using 
these criteria or the name of the institu-
tion that houses the resources. There is 
even an extensive terms-of-use section 
to guide visitors and content users. 
Not Exactly Rocket Science 
scienceblogs.com/notrocketscience/ 
Science writer Ed Yong makes it easy 
to keep up with scientific news and 
developments. His posts are interesting, 
easy to digest, and span the wide world 
of science. Bees, information overload, 
ecology, gravity, the bubonic plague … 
it’s all there. Posts reference original 
sources, are indexed by date and sub-
ject, and are illustrated by photographs, 
diagrams, and charts. Other science 
blogs are listed if you want to explore 
some more. SLA 
CAROLYN SOSNOWSKI is manager of SLA’s Information Center and 
also the association’s e-learning manager. She has more than 13 years’ 
experience in libraries, including six-plus years at SLA. She blogs at 
Information Center Connections (http://slaconnections.typepad.com/ 
info_center_blog/) and can be reached at csosnowski@sla.org. 
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COMING EVENTS / AD INDEX 
webinars 
For more information on these SLA 




Pain-free Public Speaking 
3 March 
Embedded Services for Solos 
and Small Info Centers 
31 March 
Maximizing Your SLA 
Member Benefits 
7 April 
Is There a Future for 
Special Libraries (Part 1)? 
14 April 
Is There a Future for 
Special Libraries (Part 2)? 
5 May 
How Digitizing Materials 
Can Increase Information Flow 
and Access 
13 May 
Ask the Copyright Experts 
19 May 
Searching Public Records Online: 
Tips and Tricks 
REPLAY WEBINARS: 
Advanced Web Searching 
Strategies, Part 1: 
Google and Friends 
Advanced Web Searching 
Strategies, Part 2: Beyond the 
Web Databases 
Are Your Technologies 
More Collaborative than Your 
Org Charts? (Part 1) 
Basics of Web Site Management 
(Parts 1 and 2) 
Becoming Green (or Greener) 
in your Workplace 
Developing a Copyright 
Compliance Policy 
Electronic Records Retention: 
10 Essential Elements 
For information on these and 
other Click University courses 
and seminars, including new 




Museums and the Web 2010 
1-3 Archives and Museum Informatics 
Electronic Resources & Libraries Denver, Colo., USA 
2010 Conference http://www.archimuse.com/mw2010/ 
Austin, Texas, USA 
http://www.electroniclibrarian.org 18-20 
Buying & Selling eContent 
3-6 Information Today 
Fifth Annual iConference Scottsdale, Ariz., USA 
The iSchools http://www.buy-sell-econtent.com/2010/ 
Urbana, Ill., USA 
26-28 
5 Emerging Technologies in 
Online Northwest Academic Libraries 
Oregon State University Trondheim, Norway 
Corvallis, Ore., USA www.ntnu.no/ub/emtacl/ 
http://www.ous.edu/onlinenw/ 
29-2 May 
23-26 AIIP Annual Conference 
International Conference Association of Independent 
on Digital Libraries Information Professionals 
The Energy and Cleveland, Ohio, USA 
Resources Institute www.aiip.org/conference 
New Delhi, India 
www.teriin.org/events/icdi/ 
25-26 MAY 
Intelligent Content 2010 
The Rockley Group 21-26 
Palm Springs, Calif., USA MLA 2010 Annual Meeting 
rockley.com/IntelligentContent2010/ Medical Library Association 
Washington, D.C., USA 
28-2 March http://www.mlanet.org/am/am2010/index.html 
NFAIS Annual Conference 
National Federation of 24-28 
Advanced Information Services Libraries in the Digital Age 




International Conference on Digital 
Scholarship and Emerging Technologies 
MARCH Gaborone, Botswana 
12-21 25-28 
SXSW 2010 2nd Qualitative and Quantitative 
Austin, Texas, USA Methods in Libraries International 
http://sxsw.com/ Conference (QQML2010) 
Chania, Crete, Greece 
15-18 http://www.isast.org/ 
4th Leipzig Congress for 
Information and Libraries 2010 
German Library Association 
Leipzig, Germany JUNE 
http://www.bid-kongress2010.de/ 
16-18 
14th International Conference on 
Electronic Publishing (ELPUB 2010) 
APRIL Helsinki, Finland 
http://conferences.aepic.it/elpub2010/ 
7-11 
Information Architecture Summit 21-24 
American Society for Information 7th International Conference on 
Science & Technology (ASIS&T) Conceptions of Library and Information 
Phoenix, Ariz., USA Science (CoLIS 7) 
http://iasummit2010.crowdvine.com/ London, UK 
http://colis.soi.city.ac.uk/ 
12-14 
Computers in Libraries 24-29 
Information Today 2010 ALA Annual Conference 
Arlington, Va., USA American Library Association 
www.infotoday.com/cil2010/default.asp Washington, D.C., USA 
http://www.ala.org/ala/conferencesevents/ 
upcoming/annual/index.cfm 
13 - 15 JUNE 2010 
SLA Annual Conference 













UK Library and Information Science 





2010 National Diversity in Libraries 
Conference 
Princeton, NJ, USA 
https://qed.princeton.edu/main/NDLC2010 
18-23 





ASIDIC Fall Meeting 
Association of Information and 
Dissemination Centers 
Baltimore, Md., U.S.A. 
ADVERTISING INDEX 
H.W. Wilson. .. .. .. .. .. .. .. .. .. .. 9 
IEEE .. .. .. .. .. .. .. .. .. .. .. .. .. . 45 
Informa Healthcare .. .. .. .. .. .. . 51 
Nature Publishing Group . .. .. .. . 39 
San Jose State University  .. .. .. . 19 
SLA PRODUCTS AND SERVICES 
Career Center .. .. .. .. .. .. .. .. .. . 35 
Click University .. .. .. .. .. .. .. .. . 21 
Click U Certificate Programs.. .. . 54 
Click U Webinar Replays . .. .. .. . 44 
Information Outlook (online) .. .. . 58 
Salary Survey .. .. .. .. .. .. .. .. .. .. 4 
SLA Member Benefits .. .. .. .. .. . 56 
SLA 2010. .. .. .. .. .. .. .. .. .. .. .. 2 
SLA 2010 Case Statement. .. .. . 29 
Virtual Worlds.. .. .. .. .. .. .. .. .. . 52 
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ANNUAL REVIEWS 
A Nonprofit Scientific Publisher 
Enlighten Your Patrons 






New Annual Reviews Journals Include: 
Economics, AVAILABLE NOW 
Resource Economics, AVAILABLE NOW 
Financial Economics, AVAILABLE NOW 
Food Science and Technology, April 2010 
Chemical and Biomolecular Engineering, July 2010 
Condensed Matter Physics, August 2010 
www.annualreviews.org 




























   
  
  
 
 
 
 
